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Abstract

Research conducted at Perumda Tirta Silaupiasa, Asahan Regency aimed at designing a strategy
map based on a balanced scorecard, because the company was still unable to achieve targets and
align with the company's vision and mission. This research uses descriptive qualitative methods.
Primary data was collected through interviews and secondary data was obtained through company
documents and related literature. The results of research at Perumda Tirta Silaupiasa, Asahan
Regency, the vision and mission are effective, but they still do not include the values adhered to by
the company. SWOT analysis which shows the company's strengths, weaknesses, opportunities and
threats produces 13 strategic targets which are classified into four balanced scorecard perspectives,
namely, 3 strategic targets from a financial perspective, 6 strategic targets from a customer
perspective, 2 strategic targets from an internal business process perspective and 2 strategic targets
strategy on a learning and growth perspective. Then, the strategy targets are displayed in the form
of a strategy map.
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1. INTRODUCTION

The Regional Drinking Water Company (PDAM) is a Regional Drinking Water Enterprise
(BUMD) which operates in the field of providing clean water for the community. PDAM as the
organizer of the Drinking Water Supply System (SPAM), according to regulations, has duties and
functions to fulfill quality, quantity and continuity (3K) in community water services. The Balance
Scorecard is a performance measurement method that assesses both financial and non-financial
aspects. The Balanced Scorecard was first developed in 1990 by Robert Kaplan and David Norton.
BSC as a modern performance assessment tool can be used as an alternative method for businesses
that still use traditional performance measurements that only focus on financial performance (Riwu
et al, 2021). Because BSC has several advantages, namely, comprehensive, measurable and
balanced. The Balanced Scorecard measures performance from four perspectives, namely, financial
perspective, customer perspective, internal business perspective and learning and growth
perspective.

The performance assessment system carried out by PDAM uses the Balance Scorecard
method which is implemented based on the Technical Guidelines for PDAM Performance
Assessment which are stipulated in the Decree of the Head of BPPSPAM Number
002/KPTS/kG/1V/2010 concerning Performance Assessment of Services for the Implementation of
Drinking Water Supply System Development at Regional Drinking Water Companies. There are 18
performance assessment indicators in the 4 aspects evaluated. Each aspect is given weight, namely,
the financial aspect is 25%, the customer aspect is 25%, the operational aspect is 35%, and the
human resources aspect is 15%. And the results of the BUMD Drinking Water performance
assessment from these 4 aspects consist of 3 categories, namely:

1. Healthy Performance, with a performance value of more than 2.8 (>2.8)
2. Unhealthy Performance, with a performance value of 2.2 to 2.8 (2.2-2.8)
3. Sick Performance, with a performance score of less than 2.2 (<2.2)

PDAM Tirta Silaupiasa, Asahan Regency or which is now the Regional Public Company
(Perumda) Tirta Silaupiasa is really needed to meet the clean water needs of the people in Asahan
Regency. Therefore, Perumda Tirta Silaupiasa is required to have healthy performance. However,
in recent years the performance assessment results of Perumda Tirta Silaupiasa have been in an
unhealthy condition.
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Perumda Tirta Silaupiasa Performance Table

Year Performance Category
Value

2019 2.38 Unwell

2020 2.43 Unwell

2021 2.34 Unwell

Source: BUMD Drinking Water Performance Book 2022

The overall performance value of Perumda Tirta Silaupiasa is still categorized as unhealthy
and the value will decrease further in 2021. According to BPPSPAM, to reach the Healthy
category, the total performance value must be more than 2.8 (>2.8). There are several values in the
assessment indicators from a financial and non-financial perspective which are factors causing the
performance assessment of Perumda Tirta Silaupiasa to be in the Unhealthy category. The
following is one of the causal factors from a financial perspective.

Rasio Operasi Perumda
Tirta Silaupiasa

1,30%

%29\
1,20% 1

1,15%

2019 2020 2021

Source: BUMD Drinking Water Performance Book 2022

Image of Perumda Tirta Silaupiasa Operating Ratios

The graph above shows that the operating ratio condition of Perumda Tirta Silaupiasa is
not good and continues to decline in value. In 2019 the operating ratio percentage value was 1.29,
then in 2020 the operating ratio decreased to 1.25 and in 2021 the operating ratio percentage value
decreased again to 1.20. The decreasing value of the operating ratio until 2021 shows that
management has not been able to control operational costs which are less efficient, because
operational expenses exceed the company's income. The performance targets that must be achieved
by Perumda Tirta Silaupiasa have not been achieved and are optimal. Therefore, a strategy map
using the balanced scorecard method is needed as a visual form of targets that must be met by all
Perumda Tirta Silaupiasa management so that they are easier to understand. Based on the
phenomenon and description above, researchers are interested in designing a strategy map for
Perumda Tirta Silaupiasa, Asahan Regency using the Balanced Scorecard method because strategy
and performance must be integrated in achieving company goals.

2. IMPLEMENTATION METHOD
Form of Research

This type of research is based on methods, namely descriptive research that is qualitative in
nature. Descriptive research is a type of research that aims to describe the facts and characteristics
of an object or population in a systematic, accurate and factual manner (Sinulingga, 2021).
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Research sites
The company that will be the location for this research activity is the Tirta Silaupiasa
Regional Public Company (Perumda), Asahan Regency.

Data collection technique
Data collection can be done in various ways and from various sources. The data collection
techniques used in this research are:
1. Primary Data Collection
Primary data collection is data collection by directly coming to the research location to look
for complete data and related to the problem being studied. The method used to collect
primary data is interviews. An interview is a question and answer process to obtain
information for research purposes. In this research, interviews were conducted with the Head
of Sub-Division at Perumda Tirta Silaupiasa, Asahan Regency.
2. Secondary Data Collection
Secondary data is data that is already available and does not require collecting data directly
from the source, so there is no need to conduct interviews and distribute questionnaires for
data collection. The method used to obtain secondary data is as follows:
a. Documentation
Documentation is collecting data in the form of written documents. The documents in
guestion are the Company's financial and performance reports, regulations, laws, research
results and other materials related to the problem under study.
b. Literature Study
Literature study, namely, collecting data obtained from books, scientific essays, writings
related to research.

Data analysis technique
According to Miles and Huberman (1994) in Morissan (2019), the qualitative data analysis
process consists of three stages, namely:
a. Data reduction
Data reduction is the process of selecting or selecting important data, simplifying the
data, providing a general picture of the phenomenon being studied, and changing this
general picture into a data display.
b. Data Display
Data displays or data displays can be in the form of matrices, graphs, charts or temporary
conclusion sentences. Data views provide a new way to organize data in a display that is
easier to read.
c. Drawing Conclusions and Verification
Drawing conclusions is the third element of qualitative analysis. Drawing conclusions is
the activity of reviewing the results of data analysis and assessing the implications of the
meaning that emerges regarding the research question. Verification is related to drawing
conclusions, namely the activity of reviewing data as much as necessary to verify the
temporary conclusions that emerge (Morissan, 2019).

3. RESULTS AND DISCUSSION
Analysis of the Vision and Mission of the Regional Public Company (Perumda) Tirta
Silaupiasa, Asahan Regency

Vision Analysis
Perumda Tirta Silaupiasa Asahan Regency has the following vision: "Useful for the
Community and Regional Government” In analyzing the vision, according to Niven (2003: 117),
there are several elements in an effective vision statement, namely as follows:
1. The vision must be stated attractively, simply and easily remembered.
The vision statement of Perumda Tirta Silaupiasa is simply stated in an interesting, simple
and easy to remember way. The vision of Perumda Tirta Silaupiasa is simple and very easy
to remember because it only consists of six short, concise and clear words. Perumda Tirta
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Silaupiasa's vision is also quite interesting because it contains the company's goal, namely
to become a company that is useful for the community and the Regional Government.

An effective vision statement contains both external and internal elements.

Perumda Tirta Silaupiasa's vision statement is sufficient to explain its external and internal
elements. The external elements referred to are the community and regional government
contained in the vision statement. As for the internal elements, it is still lacking, but it is
also sufficient to explain that the internal goal is to become a company that is useful for
external parties.

An effective vision statement must include all parties with an interest in the progress of the
organization.

In Perumda Tirta Silaupiasa's vision statement, it is explained that the Company wants to
be a company that is useful for the community and local government. In achieving its
goals, Perumda Tirta Silaupiasa means including all interested parties, namely employees
who manage the internal affairs of Perumda Tirta Silaupiasa.

An effective vision must be consistent with the mission and values of the organization.
Based on supporting documents presented by Perumda Tirta Silaupiasa, Perumda Tirta
Silaupiasa's vision is in line with its missions. There are several missions of Perumda Tirta
Silaupiasa which more or less contain the goals that Perumda Tirta Silaupiasa wants to
achieve in its vision statement. However, Perumda Tirta Silaupiasa has not yet included the
values adhered to by its company. Therefore, it can be said that Perumda Tirta Silaupiasa's
vision statement is not consistent or not in line with its values.

An effective vision must be able to determine when the organization achieves its expected
goals.

Based on the documents presented by Perumda Tirta Silaupiasa, it has not been explained
when the organization will achieve its expected goals, nor in terms of time or information.
An effective vision statement must be able to be implemented in reality.

In the vision statement of Perumda Tirta Silaupiasa with the reality that is currently being
implemented, Perumda Tirta Silaupiasa has proven that it is implementing what is stated in
its vision statement, namely by continuing to focus on distributing clean water to the
community in various areas of Asahan district.

The vision statement must be able to motivate all individuals involved in the organization.

In Perumda Tirta Silaupiasa’s vision statement, which is useful for the community and local

government, this has motivated employees and also leaders in distributing clean water to various
areas in Asahan Regency.

Mission Analysis
Perumda Tirta Silaupiasa currently has the following mission.

1.
2.
3.

4.

Independent in company management

Providing excellent service effectively and efficiently

Providing affordable drinking water for the community that meets health standards of
continuity, quantity and quality

Develop professional employee capacity by implementing appropriate technology

In evaluating missions, according to Niven (2003: 103), there are characteristics that become a
reference for an effective mission statement, namely as follows:
1.

The mission must reflect the targets to be achieved and be stated clearly. In the mission
statement of Perumda Tirta Silaupiasa, it is sufficient to reflect the objectives or targets
want to achieved by companies, such as statementwants to provide excellent service and
provide affordable drinking water for the community, the statement said

It is quite clearly stated by Perumda Tirta Silaupiasa in its mission statement.
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2. Even though the mission is stated clearly and simply, it must be able to expand the
organization's options. Perumda Tirta Silaupiasa's mission statement simply broadens the
scope of what the organization wants to do, or in other words does not limit itself to the
organization. As one of the mission statements states, Perumda Tirta Silaupiasa wants to
develop the capacity of professional employees by implementing appropriate technology.

3. The mission must inspire change in the organization, encourage organizational progress,
stimulate change and growth in a positive direction. With a mission statement consisting of
these four points, v Tirta Silaupiasa simply makes his mission statement inspiring and
encouraging positive change and growth.

4. The mission must be designed for the long term, and become the basis for current and
future organizational decision making. In Perumda Tirta Silaupiasa's mission statement,
which contains four points, it is not included in what year the mission is to be achieved.
However, as is known, mission statements are formed for quite a long term. Because the
mission statement contains company goals that will be achieved in the future.

5. The mission must be stated in language that is easily understood by all readers and also
communicative in conveying the organization's goals.

The mission statement of Perumda Tirta Silaupiasa is stated in Indonesian, and the
language can also be understood clearly. The mission statement of Perumda Tirta Silaupiasa is also
quite communicative with the readers so that the aims and objectives to be conveyed are adequately
conveyed by the readers. The mission statement of Perumda Tirta Silaupiasa also contains several
goals that the Company wants to achieve.

SWOT analysis

When drafting a company strategy map, things that must be taken into account are the
internal and external conditions related to the company. This is clearly illustrated when carrying
out a SWOT analysis as a first step in determining the right strategic targets for the company. The
following is a SWOT analysis of Perumda Tirta Silaupiasa, Asahan Regency based on the results of
interviews with 4 company heads and company performance reports.

Strengths:
1. Have a number of employees appropriate to the workload

Table of Ratio of Number of Employees/1000 Customers

Number
Year Number Number of
of of Pegs/100
Employe | Customers 0 Ratio
es plg
2019 144 26,203 5.50
2020 149 27,675 5.38
2021 153 28,571 5.36

PDAM or Perumda employee ratio is the ratio between the number of employees and the
number of customers. The ideal calculation is the ratio of the number of employees to 1000
customers. The ideal ratio is 4 — 6 meaning that 1 customer will serve 250 — 160 customers. Based
on data on the ratio of the number of employees per 1000 customers at Perumda Tirta Silaupiasa in
table 4.1 above, it shows that the ratio is above 5 which means it is ideal for the company. The
reason the employee ratio parameter is one of the institutional parameters is because the addition of
new types of business will affect existing institutions. PDAMs or Perumda that have ideal
employee ratios receive maximum marks because they have proven that they manage human
resources in accordance with business needs.
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2. Service operating hours average 20 hours/day

Service level is one of the parameters because the number of hours of drinking water
service also provides an overview of PDAM operational performance. The higher the number of
service hours (maximum 24 hours), the operational performance is considered good and service to
customers is maximized. The underlying reason is that Service Level (number of service hours) is
one of the technical parameters because PDAMSs that have been able to serve their customers
optimally are expected to be able to manage domestic wastewater services without the risk of
declining drinking water services. Perumda Tirta Silaupiasa carries out its services with an average
time of 20 hours. This is categorized as good because it is almost close to 24 hours of maximum
service time.

3. Service that is alert in responding to customer complaints
Perumda Tirta Silaupiasa in serving customers, seeks to resolve customer complaints received.

Table 4.1 Complaint Resolution Rate of Perumda Tirta Silaupiasa, Asahan Regency

Complaint

Year Resolution
Rate
2019 100%
2020 100%
2021 100%

Source: BUMD Drinking Water Performance Book 2022

The complaint resolution level indicator shows the extent to which complaints and
grievances related to SPALD are resolved by BUMD within a period of 1 year. Table 4.2 above
shows that the complaint resolution rate for Perumda Tirta Silaupiasa is 100%, which means that
all complaints have been resolved.

Weakness
1. Ineffective billing
The data below shows that the effectiveness of billing customers is still ineffective.
Table of Collection Effectiveness of Perumda Tirta Silaupiasa, Asahan Regency

Year Billing Effectiveness
2019 66.11%
2020 65.47%
2021 64.81%

Source: BUMD Drinking Water Performance Book 2022

Customer water bills have not been close to 100% since 2019, this has affected the
company's revenue. The collection rate is a percentage calculation related to the number of
accounts collected in the current month. The lower the collection percentage, the greater the value
of PDAM's receivables and this will complicate the PDAM's financial condition, especially cash.
The reason for using collection level parameters is because this performance assessment will
greatly influence the company's cash condition in the short and long term. A collection rate of
>90% means that 90% of the billing amount for the current period was successfully collected and
increased the company's cash. The remaining 10% of the current month's bill is expected to be paid
in the following month. The greater the collection percentage, the better the PDAM's cash
condition. Good cash conditions indicate that PDAM management will not experience difficulties
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with the addition of a new type of business, namely waste water management. The table above
shows that the collection percentage is still below 70%, which means that collection is still not
effective.

2. Revenue does not yet cover the company's operational costs

Table of Operational Ratios for Perumda Tirta Silaupiasa, Asahan Regency

Total Operating Total Onerat
Year | Expenses (Rp Income (Rp ingpera
000) 000) Ratio
2019 | Rp. 27,730,680 | Rp. 21,444,224 1.29
2020 | Rp. 27,486,139 IDR 1.24
22,077,453
2021 | Rp. 28,131,735 | Rp. 23,537,374 1.20

Source: BUMD Drinking Water Performance Book 2022

The Operating Ratio is a benchmark for assessing efficiency in using funds and resources
to carry out company operational activities. Because there are still many customers' water bills that
have not been paid, the company cannot obtain maximum income. These bills are included in the
company's operating expenses. Thus, the value of operating expenses exceeds the company's
income.

Opportunities
1.  Wide Service Coverage

Asahan Regency has 25 sub-districts and 204 sub-districts. In 2021 the population of Asahan
Regency is 409,303 and Perumda Tirta Silaupiasa serves 22.90% of the total, namely 93,726. This
shows that there are still many opportunities for Perumda to expand the scope of its services in
Asahan.

Table of Service Coverage of Perumda Tirta Silaupiasa, Asahan Regency

Number of
Year | Underserv Population in Service
ed the Region Coverage
Population Service
2019 112,971 467.225 24.18%
2020 123,197 409,260 30.10%
2021 93,726 409.303 22.90%

Source: BUMD Drinking Water Performance Book 2022

2. Abundant resources

The abundant natural resources in Asahan district make this a great opportunity for Perumda
Tirta Silaupiasa to utilize the available natural resources. Asahan Regency has the Asahan River
which is a great opportunity for companies to develop their business.

Threats
1. Unpredictable natural conditions

Natural disasters and bad weather such as floods cause the water that Perumda
distributes to the community to become dirty. The water distributed by Perumda Tirta
Silaupiasa comes from natural river resources in Asahan. According to the Asahan
Regency Regional Disaster Management Agency, in 2022 there will be 81 natural flood
disasters that will occur in Asahan. Rain accompanied by lightning disrupts Perumda's
water distribution, because it depends on PLN, so if the PLN electricity network has
problems it will stop water distribution activities. According to PTPN Il Kebun Sei Dadap
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Climatology Station records, in 2022 there will be 147 rainy days with a rainfall volume of
4,562 mm. Unexpected natural conditions can pose a threat to a company's business
continuity.
2. Thereisa Drilled Well
Many people choose to use drilled wells because the water is cleaner and
smoother, so this is a threat to Perumda Tirta Silaupiasa because its customers are
switching to using drilled wells.
3. Customer growth is decreasing
The growth indicator in the number of customers shows the extent of the
company's efforts to increase the development of its service coverage to the community per
year. From the growth indicator in the number of customers, problems and challenges from
the previous year can be identified to become the basis for planning for the following year
to improve and develop the company's achievements.

Perumda Tirta Silaupiasa Customer Growth Table

Year Number Customer
of Growth
Customers
2019 26,203 41.55%
2020 27,675 7.99%
2021 28,571 3.24%

Source: BUMD Drinking Water Performance Book 2022

In recent years, Perumda Tirta Silaupiasa has experienced a significant decline in customer
growth. In 2019 the percentage of customer growth reached 41.55%, in 2020 the percentage of
customer growth fell to 7.99% and in 2021 customer growth fell again from the previous year,
namely 3.24%. This is a threat to the company because customer growth is small compared to
previous years.

SWOT Matrix
» Strengths-Opportunities
1. Increase the number of customers
2. Maintaining service quality
3. Increasing HR competency
» Weakness-Opportunities
1. Increase income
2. Change the billing system
3. Give appreciation to employees
» Strengths-Threats
1. Optimize the use of available tools
2. Maintaining regular customers
» Weakness-Threats
Provide competitive prices
Conduct customer satisfaction surveys
Increase cost efficiency
Improve infrastructure maintenance
Developing information systems for customers

agbrwbdE
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Strategy Map Design

From the SWOT Matrix, several proposed strategic targets can be obtained which can be
put into the design of a strategy map to then be identified into four balanced scorecard perspectives
and aligned with KPI measurements.
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Source: Data from PDAM Tirta Silaupiasa which has been reprocessed
Image of Perumda Tirta Silaupiasa Strategy Map Design, Asahan Regency

Financial Perspective
The strategic goal from a financial perspective is to increase the company's liquidity.

Company liquidity can be seen from the cash ratio and collection effectiveness. Then these values

are compared with previous years. The steps taken to increase the company's liquidity are two

strategies, namely a growth strategy and a productivity strategy.

a. Growth Strategy
The growth strategy is to increase the company's main income, namely income from
customer water rates. This water increase can be done by increasing the number of customers
and retaining old customers. The measurement used to see an increase in income is the
Revenue Growth Rate. Growth rate is a parameter used to show the percentage growth of a
certain variable over a certain period of time, in this case the variable whose growth is seen
is company revenue. To calculate the Revenue Growth Rate, you need to subtract the value
of the company's current income from the company's previous income, then divide it by the
company's past income, which is then multiplied by 100% to get the percentage result.
b. Productivity Strategy

Strategy productivity Which can executed company is by increasing the effectiveness of
billing and saving costs incurred by companies such as electricity and diesel consumption.
To measure the effectiveness of billing, it can be done by dividing the number of billable
accounts by the number of water sales. Measuring electricity consumption and fuel
consumption, namely by measuring the amount of costs incurred per water pump used for
electricity and diesel fuel consumption in Rupiah.

Table of Strategic Objectives in Financial Perspective

) Key Performance Indicators
Strategic -
Objectiv: Unit
JECLIVES Measurements Formulas Type Frequency
Increaseincome Revenue (Income Now-Previous
Growth Rate Income)/Previous Income
% Annual
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Increaseeffecti - .
Billing Collectible 0

\t;?ITie ns 5 Effectivene Accounts/Water Sales % Annual
SS

Increasecost Electricity Amount Cost

i . . R Monthl
efficiency Consumption Electricity/Number of Water P y
Pumps

Fuel Total Solar Costs/Number of Rp Monthly
Consumption Water Pumps

Customer Perspective

To achieve strategic targets from a financial perspective, namely increasing revenue, the
way to do this is to achieve strategic targets from a customer perspective. The strategic targets from
a customer perspective are to increase the number of customers, maintain service quality, retain
regular customers, provide competitive prices, conduct customer satisfaction surveys and develop

information systems.

Table of Strategic Objectives in Customer Perspective

Strategic Key Performance Indicators
Objectives Measurements Formulas Unit | Frequency
Type
(Number of Customers This
Increasenumbe Customer Year-Number
r of customers Growth CustomerPrevious % Annual
Year)/Amount
Customer YearPreviously
Maintainservice Complaint Number of  Complaints % Monthly
quality Resolution Handled Completely/Number
Rate of Complaints
Customer Score Based on results 6 months
Maintainregular Loyalty Index | Evaluation withquestionnaire -
customer
Give Average Rate Rates Monthly
Price Index g Company/TariffCompetitors %
Whichcompete
Co_nduct_ customer | ~,stomer Score Bgsed on assessment
satisfaction Satisfaction results withquestionnaire - Annual
surveys Index
Developinformatio | System Score Based on
n Systems Contribution resultsevaluation with - Annual
questionnaire

Internal Business Process Perspective

The internal process perspective describes the important processes carried out by the
company in providing satisfaction to customers and supporting the goals of the financial
perspective and customer perspective. The core processes identified and suggested as strategic
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targets for Perumda Tirta Silaupiasa, Asahan Regency to become the focus of continuous
improvement are:

1.

Optimize the use of available tools

Perumda Tirta Silaupiasa has an installed capacity that is in excess of production capacity.
This results in idle capacity or pumps, even though pumps that are not currently in use are
considered

reserves, preferably by increasing the number of customers, it is hoped that the use of the
equipment will also be more optimal.

Improve infrastructure maintenance

Infrastructure maintenance is very important for cost efficiency and maintaining the quality
of water distributed to customers. Infrastructure maintenance can be carried out in
accordance with the SOPs that apply in the company.

Table of Strategic Objectives from an Internal Business Process Perspective

) Key Performance Indicators
Strategic Unit
Objectives Measurements Formulas Type Frequency
Optimize the use Productio Production
of available tools - Capacity/Installed % | Annual
nEfficien ;
Capacity
cy
Lr;(ilrjerzselnfrastr ]Ic\/laintenanceln Score | based y . 3 Monthly
maintenance rastructure cSJnorgsu tsreview according to

Learning and Growth Perspective

The learning and growth perspective is the basis of the value creation process. The goal in

this learning and growth perspective is to provide the infrastructure that allows the goals in the
other three perspectives to be achieved. For this reason, Perumda Tirta Silaupiasa, Asahan Regency
must improve employee competence and expertise and increase employee motivation and
satisfaction through giving appreciation.

Strategic Objectives Table in Learning and Growth Perspective

) Key Performance Indicators
Strategic Onit
Objectives Measurements Formulas Type Frequenc
y
IncreaseHR Ratio of AmountO'clock Number
competency training/competency | Training/Total Full of Annual
improvement Time Employees Hours

Give Employee
appreciationto | Satisfaction chgf%z:]ix'brzsreeds Olr':s - Annual
employees Survey questionnaire resu

4. CONCLUSION

Based on the results of the analysis carried out in the previous chapter, it can be concluded

that:
1. The Vision and Mission Statement of Perumda Tirta Silaupiasa, Asahan Regency is
effective, but it still does not include the values adhered to by the company.
2. Based on the results of the SWOT analysis, the company's strategy is implemented in four

balanced scorecard perspectives, namely:
a. Financial Perspective
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The strategic target from a financial perspective is to increase the company's liquidity,
with a strategy to increase revenue, increase billing effectiveness and increase cost
efficiency.

b. Customer Perspective
The strategic targets from a customer perspective are to increase the number of
customers, maintain service quality, retain regular customers, provide competitive
prices, conduct customer satisfaction surveys and develop information systems.

c. Internal Business Process Perspective
The strategic goal in this perspective is to optimize the use of available tools and
improve infrastructure maintenance

d. Learning and Growth Perspective
The strategic target of the growth and learning perspective is to increase employee
competence and expertise, increase employee motivation and satisfaction through
giving appreciation.

5. SUGGESTIONS
Based on the results of the analysis that has been carried out, several suggestions can be

made by the company to create a Regional Public Company with healthy performance

1. In order for the strategy to be implemented well, proposals for implementing the strategy are
given in the form of a strategy map which has been presented in the Analysis and Discussion
Chapter

2. Companies should also include the values adhered to by the company along with the
company's vision and mission.
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