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INTRODUCTION

Companies in carrying out business operations certainly need vatious resources, including capital,
materials, markets and machines. In addition to these aspects, companies also need human
resources which are an important aspect of the company, because human resources have
different responsibilities, roles and tasks in each position (Chen et al., 2022). Human resources in

question are employees. The company certainly wants optimal employee performance so that it is
in accordance with the goals set by the company (Guix & Font, 2020)(Vidal Flores & Domenge
Mufioz, 2017).

PT. Surya Sukses Group is one of the largest plastic manufacturers in Indonesia. This company
has been established since 1989 whose products have been used by many industries such as the
food and beverage industry, health care, personal care, agriculture and housing. PT. Surya Sukses
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Group has also obtained ISO 9001 and FSSC 22000 certification. The success and achievement
of the vision and mission that this company can achieve cannot be separated from competent
human resources (SAP, 2022).

Human resources itself in a company has an important position. Good human resources will of
course bring benefits and support the achievement of targets for the company. Even with current
technological advances or the availability of large funds for a company, the good position of
human resources cannot be replaced because human resources is an asset or capital within a
company (Maheswari et al., 2020). There are various ways to measure good human resource

performance, one of which is using the Human Resource Scorecard (HRSC). The Human
Resource Scorecard is a tool used to measure the effectiveness and efficiency of the human
resource function in shaping employee behavior needed to achieve the company's strategic goals
(Dessler, 2020).

Things that need to be prepared are identifying the main contributions of the human resources
division which have a direct impact on company performance, identifying parties who are human
resource customers, defining the activities of the human resources division which can make a
significant contribution, such as high talent staffing or initiatives that can be used for employee
retention programs, finally conducting a cost-benefit analysis for human resource activities that
have a significant impact on the company (Elbanna et al., 2015). The process of compiling the

Human Resource Scorecard, namely determining business strategy, outlines activities and strategy
maps to advance the company and develop employee insights, identify required outputs, identify
employee competencies and behaviors that are currently needed by the company, identify human
resource policies and activities that are needed in the company, making Human Resource
Scorecard steps, monitoring and evaluating (Kang et al., 2015).

Aspects that can be developed through the Human Resource Scorecard are human resource
costs, recruitment, turnover and alignment of company goals. Human resource costs that are
measured and reported through the Human Resource Scorecard include budget compliance, staff
recruitment costs, utilization costs such as group health insurance. Tracking costs through the
Human Resource Scorecard is used by managers to plan human resource goals and expenditures

as well as control costs and set budgets in a realistic way (Tiriidioglu et al., 2014). Recruitment
has the aim of filling vacant positions. Time to fill a position is a recruiting indicator that is
tracked in the Human Resource Scorecard. This information can be used by managers to
determine the quality of human resources that can meet the company's needs for new personnel
and benefit from additional resources to improve recruiting practices (Jardali et al., 2015).

Turnover is the degree to which a company gains or loses employees. It is generally compared to
the industry turnover rate. High employee turnover indicates employees are not comfortable with
the work being done because of problems that exist in the company such as the work
environment, lack of career opportunities, management or compensation conflicts. Alighment
with corporate goals is a Human Resource Scorecard practice involving financial and non-
financial aspects such as measuring actual costs and performance management data (KKadarova et
al., 2014). The Human Resource Scorecard must measure the elements of the company that are
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in the company's goals and strategy to become an alignment tool. For example, if a company's
primary goal is to improve customer service in the coming year, customer service and customer
service staff training should be part of the Human Resource Scorecard. Therefore special
attention is needed to assess customer service and service to existing staff in the company
(Dincer et al., 2017).

The existence of the Human Resource Scorecard concept is important, vital and strategic because
an organization really needs the performance of all human resources elements. Companies
without the role of human resources, it is certain that the company will not have any value (Guix

& Font, 2020). However, without measuring the performance of human resources, it will be
difficult to know the quality both individually and as a group. It will be difficult for the company

to see and ensure the achievement of its strategy, vision and mission (Maradita, 2020). This will
bring a company that does not develop and progress. The benefits of implementing the Human
Resource Scorecard are strengthening the objectives between Human Resources Doables and
Human Resources Deliverables, enabling to control costs and creating value, measuring key
indicators, assessing the contribution of Human Resources to strategy implementation, enabling
Human Resources professionals to manage their strategy effectively and responsibility (Brian et
al., 2001). Research conducted by Rusindiyanto (2009) where in this study only mentioned
respondents, namely employees of PT. Arto Metal Internasional Sidoarjo without mentioning in
detail the employee who is the key informant for filling out the Key Performance Indicator
determination questionnaire and the weighting questionnaire with the Analytical Hierarchy
Process (Exwin et al., 2021). The results of research conducted by Queen (2019) also stop at the

results of weighting using the Analytical Hierarchy Process and not continuing to use a scoring
system so that it can be known more objectively and in detail the performance of the
organization being studied. Based on the background, this study aims to determine the stages of
implementing the Human Resource Scorecard and measuring human resource performance
based on the Human Resource Scorecard at PT. Surya Sukses Group.

METHOD

This study uses a four-perspective approach, namely Financial Perspective; Customer
Perspective; Internal Business Process Perspective; Learning and Growth Perspective. Data
collection was obtained from research related to four perspectives from PT. Surya Sukses Group.
Data processing and analysis to find out the results of performance measurement using the
Human Resources Scorecard method with weighting using the Analytic Hierarchy Process
(AHP). There are 4 (four) perspectives in Human. The Resource Scorecard includes:

1. Financial perspective, which is a perspective that provides guidelines for the strategy
implemented whether it can contribute to profitability or increase company profits or not.
The main measures consist of operating profit, economic value added, Return on Capital
Employed (ROCE) (Agarwal et al., 2022).

2. Customer perspective, namely the perspective that is used as a benchmark that employees

are assets, users, or output from the implementation of HR strategies that will have an
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impact on customers. The main measurement from this perspective consists of the level of
customer satisfaction, customer profitability, new customer acquisition (Shen et al., 2010).

3. Internal Business Process Perspective, which is a perspective that provides a benchmark that
the company's internal processes will have an impact on achieving goals financially and
customer satisfaction. The main measurement from this perspective, among others, is how
to balance business strategy with HR strategy within the company (Kancherla et al., 2019).

4. Learning and Growth Perspective, which is a perspective that focuses on strategies for
developing human resources within the company. The measures in this perspective include:
the level of employee satisfaction, high employee involvement, and the output produced by
employees (Fatima & Flbanna, 2020).

RESULT AND DISCUSSION

The Human Resources Scorecard is like the Balanced Scotrecard, the scorecard is derived from
the company's strategy with regard to the human resource system (Masruroh, 2013). Companies

use the scorecard for their performance management and make strategy the central key to
process and system management (Kaplan and Norton, 2000). The strategy map helps
organizations see their strategy in a cohesive, integrated and systematic way, because it connects
cause — effect relationships that show intangible assets transformed into tangible (financial)
outcomes (Torgautov et al., 2022).

AHP is a form of decision-making model that basically tries to cover all the shortcomings of the
previous models. The main equipment of this model is a functional hierarchy with the main input
of human perception (S.Pratama & & Ismail, 2018). The advantage of the AHP model compared
to other decision models lies in the ability to solve multi-objective and multi-criteria problems

(Lee et al., 2021). Most existing models use a single objective and multicriteria. The advantages of

the AHP model are more due to its higher flexibility, especially in making hierarchies. This
flexible nature allows the AHP model to capture several goals and several criteria at once into a

model or hierarchy. Even the model can also solve problems that have conflicting goals in a
model (Esther Akinbowale et al., 2022).

The results of calculating the weighted score for each perspective of the company's human

resource performance as a whole from 2019 and 2020, are as shown in Table 1.

Table 1. Summary of Weighted Score Calculation Results for each perspective

Human Resources Scorecard 2019 2020
Financial perspective 0.564 0.923
Customer perspective 0.916 0.980

Internal Business Process Perspective 0.467 0.584

Learning and Growth Perspective 0.559 0.652
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To measure performance with the Human Resources Scorecard comprehensively by adding up
the weighted scores from each perspective, the results are shown in Table 2.

Table 2 Comprehensive HRS Performance Measurement

HRSC 2019 2020
Financial 0.564 0.923
Customer 0.916 0.980
1PB 0.467 0.584
L&G 0.559 0.652
Total 2.506 3.139

So the total score of PT. Surya Sukses Abadi Prima in 2019 was 2.506 which could be classified
as poor company performance and in 2020 was 3.139 which could be classified as medium

company performance.

Analysis of Human Resources Scorecard Performance Measurement Results

The Human Resources Scorecard measures four perspectives, namely a financial perspective, a
customer perspective, an internal business process perspective, and a comprehensive learning
and growth perspective (Pgri et al., 2015). From a financial perspective, the TC KPI
experienced a significant increase in 2019 to 2020 from 30% to 50%. Then for the EPC KPI in
2019 it was 30% and in 2020 it has decreased by 20%. From a customer perspective, the
employee satisfaction index KPI in 2019 and 2020 has a point of 36.86 points. Then for the
employee absentee level in 2019 it was 2.42% while in 2020 it decreased to 1.63%. The KPI for
ETO in 2019 is 2.87% and has increased in 2020 by 3.79%. From the perspective of internal
business processes, the benchmark for the average coordination between superiors and

subordinates is that in a year, coordination has been carried out for 61 hours, while for 2020 it
has been carried out for 71 hours. Then for benchmarks the average time for spending health
benefits for employees during the process in 2019 is 4 days and in 2020 is only 3 days. The
perspective of the learning and growth process on the benchmark of the number of employees
who have information system skills is 6.15% in 2019 and then increases to 8.44% in 2020.
Meanwhile, the number of trainings held by the company for employees is 3 times training in
2019 and 4 times of training in 2020. From Table 2 it can be seen the total score of the
performance measurement results of PT. Surya Sukses Abadi Prima in 2019 was 2,506 which
could be classified as poor company performance, and in 2020 there were 3,139 which could be

classified as medium company performance.
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Graph 1. Financial Perspective Comparison Graph

Score Value

O 2019
H 2020

TC EPC

Information:
TC : Training Cost
EPC : Employee Procurement Cost

The financial perspective score for the TC KPI from 2019 has a score of 3 (moderate) then in
2020 it has increased to 5 (very good). For the EPC KPI from 2019 it had a score of 2 (less) then
in 2010 it increased to 3 (moderate).

Graph 2. Graph of Customer Perspective Comparison

Score Value

O 2019 |
m 2020 L

ESI ETO ABS

Information:
ESI  : Employee Satisfaction Index
ETO : Employee Turn Over

ABS : Absenteeism
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The customer perspective for the KPI of employee satisfaction at work has the same score in
2019 and 2020, which is 4 (good). The employee absence rate has increased from 2019 to 2020,
from a score of 1 (very poor) to 2 (less). Meanwhile, the ETO KPI (employee turnover rate) has
the same score in 2019 and 2020, which is 4 (good).

Graph 3. Internal Business Perspective Comparison Chart

Score Value
O 2019
H 2020

KOOR TN]
Information:
COORD : Coordination of superiors and staff
TUN] : Time for health benefits

For an internal business process perspective, the average KPI for supervisor and staff
coordination time in 2019 was at a score of 3 (moderate) then experienced an increase in 2020,
namely at a score of 4 (good). This is also no different for the KPI when the average
disbursement of health benefits for employees in 2019 and 2020 has the same score value of 4

(good).

Graph 4. Internal Business Perspective Comparison Chart

Score Value

O 2019
B 2020

SKILL ET
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Information:
SKILL : Number of employees with skills in the field of information systems
ET : Number of employee training (Employee Training)

In the perspective of learning and growth processes, the percentage of employees with
information systems skills in 2019 and 2020 has the same score, namely 1 (very poor). As for the
KPI, the number of trainings the company has held for its employees, in 2019 was at a score of 3
(moderate) then in 2020 it has increased to a score of 4 (good) (Lohana et al., 2021)

The method for measuring the achievement of HR system performance uses a scoring system
with the Objectives Matrix (OMAX) method. After scoring with the help of hypothetical data, it
was found that the performance achievement of all strategy objectives is in the green category,
which means the target has been achieved. Besides, it also shows that the perspective of learning
and growth, internal business processes, and customers have successfully supported the
performance of the financial perspective (Jones & Doberstein, 2022). The success of achieving

the overall performance of this financial perspective ultimately leads the institution to a condition
where the institution can achieve the targets that have been set previously. Where the intended
target institution is customer satisfaction-oriented services, increasing profitability, minimizing
risk, and becoming an institution that employees like (Wang et al., 2022).

The achievement of targets from performance indicators as a whole means that the goals of the
institution are achieved and it can be concluded that the institution can achieve its vision. Using
the Human Resources Scorecard method based on the Objectives Matrix (OMAX) assessment
model helps institutions monitor all aspects of their performance and immediately make
improvements to improve institutional performance whose achievements are still far below the
target (Tawse & Tabesh, 2022).

The financial perspective is identified have strategy objectives 1) improve labor cost efficiency;
and 2) increase the effectiveness of the use of the budget training. Successful achievement of
strategy objectives on this financial perspective will lead the university to its success achieve the

stated strategic goals set (Qingwei, 2012). The customer perspective is identified have strategy
objectives 1) planning employee succession; 2) employees implementing university values; 3)
increase employee responsibility; and 4) increase employee satisfaction. Strategy objectives from
the customer's perspective affect the strategy objectives on financial perspective. Internal
business process perspective identified as having strategy objectives 1) increase employee
motivation; 2) improve service speed and reimbursement payments to employee; 3) align the
university culture with service quality; and 4) internal flexibility. Strategy objectives on a process
perspective Internal business will affect strategy objectives from the customer perspective (Mabel
et al., 2020).
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CONCLUSION

The conclusion that can be drawn from the results of this study is that the achievement of
human resource performance at PT. Surya Sukses Abadi Prima is still lacking in 2019 and
moderate for 2020. Key Performance Indicators did not meet the target but for 2020 almost all
Key Performance Indicators have met the target, for Key Performance Indicator skills in the
field of information systems are still lacking.

From the conclusions above, the suggestions given to improve the performance of company
human resources at PT. Surya Sukses Abadi Prima that the company should provide additional
training for employees and give a strict warning to employees who are absent from work and
provide severe sanctions for employees who do not exceed the limit. For measuring the
performance of human resources in the future, it is possible to make changes to the criteria for
improving the performance of other human resources, according to the conditions of the
company. Measuring the performance of human resources can not only be done with the HRSC
method, but other methods do not cover all divisions like this method.
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