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Abstract

This study aims to analyze the performance of an insurance marketing office that has an operating model
as an Independent Office Agency (AKM) using the Balanced Scorecard (BSC) method as a
comprehensive measurement tool. The AKM analyzed is AKM with the commercial name Max Financial
group, so it is commonly called AKM Max Financial Group which is located in the city of Surabaya. In
this BSC is used to measure performance from four perspectives, namely finance, customers, internal
business processes, and learning & growth. This study uses a quantitative descriptive approach by
collecting data through interviews, observations, and analysis of internal documents. The results show that
the implementation of BSC is able to provide a more comprehensive picture of agency performance, where
the highest score is found in the customer perspective and the lowest in the learning & growth perspective.
The implications of this study confirm that the use of BSC can be a strategic tool to increase the company's
profitability and competitiveness.

Keywords: Balanced Scorecard, Agency Performance, Max Financial Group, Performance Analysis.

Introduction

The competition in the insurance industry in Indonesia is getting fiercer, requiring every company to
optimize its performance on an ongoing basis. Max Financial Group as one of the companies engaged in
financial services selling insurance products that operate with the Independent Office (AKM) model
requires a performance measurement method that not only focuses on financial aspects, but also considers
The Balanced Scorecard (BSC) developed by Kaplan and Norton is one of the right methods to use because
it combines financial and non-financial indicators in one integrated framework. Independent Office
Agency as the spearhead of marketing in the form of an official sales group has an important role in
increasing profitability and customer retention. Therefore, this study will discuss how the application of
BSC can measure and improve the performance of an independent office agency

Theoretical Foundations

Agency Performance

Performance Definition

Agency performance refers to the level of achievement of goals that have been set by the company through
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activities and strategies carried out by marketers or agents. According to Mangkunegara (2016),
performance is the result of work in terms of quality and quantity achieved by an employee in carrying
out his duties in accordance with the responsibilities given. In the context of an insurance agency,
performance includes the number of policies sold, customer retention, customer satisfaction, and
contribution to the company's profitability.

Performance Measurement Definition

According to (Rumangu et al., n.d.) performance measurement is the process of recording and measuring
the achievement of the implementation of activities in the direction of mission accomplishment through
the results displayed in the form of products, services or a process. Performance measurement defined is
the qualification and efficiency of a company or segment or effectiveness in business operations during
the accounting period. Thus, the definition of performance is a formal effort carried out by the company
to evaluate the efficiency and effectiveness of the company's activities that have been carried out in a
period of time. So it can be concluded that company performance is all activities carried out by the
company related to the achievement of strategic management goals during a certain period (Mulyadi,
2001). According to Whittaker, performance measurement is a management tool used to improve the
quality of decision-making and accountability as well as to assess the achievement of goals and objectives
(Galib & Hidayat, 2018).

Performance Measurement Objectives

The purpose of performance measurement is to produce data, which then if the data is analyzed
appropriately, will provide accurate information for the users of the data. Based on the purpose of
performance measurement, a performance measurement method must be able to align the company's
overall organizational goals (goal congruence) (Gaspersz, 2005).

The purpose of performance measurement is to motivate employees to achieve organizational goals in
order to produce the desired actions and results (Kiswara, 2011).

Performance Measurement System

A good performance measurement system is a set of performance measures that provide companies with

useful information, thus helping to manage, control, plan, and execute the activities carried out by the

company. With performance measurement, the company is expected to be able to survive and keep up
with the existing competition and developments.

Performance measurement systems are grouped into three systems, namely:

1. First Group "Fully Integrated" The performance measurement system in this group is the best
(advanced) measurement system, where many needs must be met. This system is able to explain the
casual relationships that cross the organization. The needs of all stakeholders are considered.
Databases and reporting systems must be integrated with each other.

2. Second Group "Balanced" The system is able to see performance from a multidimensional view, from
different perspectives and time horizons. The system supports innovation and learning and is
customer-oriented. The purpose of this system is to improve it compared to the monitor.

3. Third Group "Mostly Financial" The third group represents a performance measurement system based
on traditional performance measurements, such as Return on Investment (ROI), cash flow, and worker
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productivity. This system is profit-oriented and optimization based on cost efficiency and in general
the results are short-term-oriented.

Benefits of Corporate Performance Measurement

Performance measurement can provide important benefits to the company, as stated in the following

explanation: (Supriyono, 2019)

1. Track performance compared to consumer expectations so that the company is close to its customers
and encourages everyone in the company to be involved in satisfying its customers.

2. Ensure linkage between the network of internal consumers and internal suppliers. This
interconnectedness can reduce cross-functional competition within the company and can increase
cooperation to achieve organizational goals.

3. Identify waste in various forms (e.g. delays, damages, errors, and overkills) and lead to the reduction
or elimination of waste.

4. Make strategic goals more concrete so that they can increase understanding of the organization.

5. Build consensus to change behaviors that support the achievement of goal alignment.

Principles of Performance Measurement

The principles of performance measurement are: (Supriyono, 2019)

1. Consistent with the company's goals Performance measures must be consistent with the goals of
stakeholders (internal and external parties' goals).

2. Easy to apply if significant activity has been identified, then performance measures should be
compiled. There are many performance measures that can be expressed quantitatively in financial and
non-financial measures.

3. Have Top-Down Acceptability Companies must understand that performance measures play a role in
influencing or modifying managers' behavior. A top-down approach should be used to determine
performance measures that can motivate optimal behavior at all levels of the company. Lower-level
organizations should support the achievement of goals decided by top management by considering
proposals or participation from the lower levels.

4. Presented on time Performance information must be presented on time and in a format useful for
decision-making. Timely performance information reports are useful for obtaining quick feedback and
refinements.

Balanced Scorecard (BSC)

Definition of Balance Scorecard

Etymologically, Balanced Scorecard comes from two words, namely 'scorecard' which means scorecard
and 'balanced' which means balanced. Scorecards are used to record and plan future performance targets,
which are then compared to actual achievements. Balanced Scorecard is a management framework that
integrates various performance measures sourced from the company's strategy. This concept includes
value creation activities carried out by all parties in the company, taking into account short-term
performance through a financial perspective, as well as encouraging the achievement of long-term
competitive advantage (Luis & Biromo, 2008).!

1
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Definition Balance Scorecard is a performance management tool that can help organizations to translate

vision and strategy into action by utilizing a set of financial and non-financial indicators that are all

intertwined in a causal relationship. So, the Balance Scorecard is a strategic management system that

describes the vision and strategy of a company into operational goals and benchmarks.

Balanced Scorecard (BSC) is a strategic management framework developed by Kaplan and Norton (1992)

to measure organizational performance comprehensively. Kaplan and Norton (1996) argue that BSC

measures organizational performance through four interrelated perspectives, namely:

1. Financial Perspective — measures the achievement of financial targets such as revenue, profit, and cost
control.

2. Customer Perspective — assessing customer satisfaction, loyalty, and retention levels.

3. Internal Business Process Perspective — measures the effectiveness and efficiency of internal processes
that create added value for customers and shareholders.

4. Learning & Growth Perspective — measures an organization's ability to innovate, develop human
resources, and adapt to change.

The Balanced Scorecard not only focuses on the financial aspect, but also connects non-financial

indicators that affect long-term performance.

A Brief History of the Balance scorecard

The Balanced Scorecard was first piloted by the company Analog Devices in 1987. This concept was
developed by Kaplan and Norton to answer the limitations of conventional measurement methods that
focus only on financial indicators. This approach combines financial and non-financial measures to
provide a more comprehensive picture of an organization's performance.

The use of this conventional method is of course no longer effective when applied in the current era of
globalization where financial factors are not only a determinant of the success of the company's
organization. The BSC will influence the existing management structure and system through the
establishment of definitions of strategic measurement and the integration of long-term strategies into
annual budgeting. The basic assumption of the implementation of BSC is that all organizations are wealth-
creating institutions therefore all their activities must be able to generate additional wealth either directly
or indirectly (Munawir, 2004).

BSC's Relationship with Agency Performance

The application of BSC in insurance agencies helps identify performance strengths and weaknesses from
various perspectives. According to Kaplan & Norton (2001), companies that implement BSC can integrate
vision and strategy into measurable operational actions. In the context of Max Financial Group, BSC
allows management to monitor the achievement of premium targets, customer retention, service quality,
sales process efficiency, and agent training programs.

Benefits of Balance Scorecard Performance Measurement

According to Kaplan and Norton (in Widyastuti et al., 2017), the implementation of the Balanced

Scorecard has a number of important benefits, including:

1. Clarify and generate consensus on strategy with the balanced scorecard method, consensus on strategy
can be done because this method prioritizes a balance between external internal perspectives, past-
future, short-long-term, and financial and non-financial perspectives.
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2. Communicating strategies to all companies, the key to success is the implementation of a balanced

scorecard not only focuses on the formulation of business strategies but also on the method of
communicating the strategy to all elements of the company.

Align various departmental and personal goals with the company's strategy The company's vision,
mission and strategy can be translated down to the departmental and individual levels. On the other
hand, the goals of departments and individuals can also be aligned upwards. Thus, there is a synergistic
relationship between top management and operations.

Linking various strategic objectives with long-term and short-term goals The Balanced Scorecard
allows the translation of the company's visions, missions and strategic objectives into achievement
targets, strategic initiatives to be implemented and the budget to implement them.

Disadvantages and Advantages of Balance Scorecard
The advantages of a balanced scorecard are as follows:

1.

Measurement with the BSC method is much more comprehensive when compared to the conventional
method because with this BSC method, company executives realize that the financial perspective is
actually the result of 3 other perspectives, namely customers, business processes, and growth learning,
not just financial perspectives.

Coherent, coherent is the existence of a causal relationship so that in BSC it can be concluded that all
strategic objectives that occur in the company must be explained.

The balance in the Balance Scorecard is also reflected in the alignment of the personal scorecard of
the staff with the company's scorecard so that every individual in the company is responsible for
advancing the company.

Strategy goals that are difficult to measure such as from a customer perspective, internal business
processes and learning and growth using a balanced scorecard can be managed so that they can be
realized.

Factors that cause a balanced scorecard to fail. These factors are as follows:

1.

Lack of proper definition of independent factors in BSC, especially from a non-financial perspective,
even though these non-financial factors are the main indicators that provide satisfaction for
stakeholders in the future.

Metrics are defined minimally (poor). Generally, financial metrics are easier to define because they
relate to numbers quantitatively, while for non-financial there is no definite standard. The definition
of metrics in its concrete form is the determination of the size of each objective in each BSC
perspective.

There is "negotiation" in determining improvement goals and not based on stakeholder requirements,
fundamental process limits and improvement process capabilities. This negotiation term in practice is
termed "greening" scores, meaning that in order to look good, the target can be lowered or the
timeframe adjusted.

Previous Research
Several previous studies support the use of BSC as a measure of agency performance:

1.

Susanto & Putra (2018) found that the implementation of BSC increases the profitability of insurance
companies through improving internal processes.
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2. Dewi & Santosa (2020) stated that the customer's perspective has a significant influence on the growth
of the insurance agency's business.

3. Ramadan (2021) shows that the perspective of learning & growth is a determining factor for long-term
success.

Research Methods

This study uses a quantitative descriptive method. The quantitative descriptive method is a research

method used to describe a phenomenon, event, or object systematically and factually by using numerical

or quantitatively measurable data.

According to Sugiyono (2019), quantitative descriptive research aims to provide an overview or

description of a variable, symptom, or circumstance without making conclusions that are broad

generalizations outside of the data collected.

The characteristics of quantitative descriptive methods include:

1. Data in the form of numbers — data obtained from the results of measurements, calculations, or scoring.

2. Objective — the analysis is based on measurable facts, not the opinion of the researcher.

3. Describe phenomena as they are — do not manipulate variables, only describe existing conditions or
relationships.

4. Using structured instruments — such as questionnaires, directed interviews, measurable observations,
and documentation.

In the context of this study, a quantitative descriptive method was used to analyze the performance of

AKM Max Financial Group by measuring the Balanced Scorecard indicators in four perspectives, then

presenting the results in the form of scores or numerical values to objectively describe performance

conditions.

Results and Discussion

The discussion in this study is aimed at explaining the results of the research with the purpose of research.

The results of further discussion will be elaborated on the following points:

1. The Influence of Financial Perspective on AKM Max Financial Group's Performance
Measurement with the Balanced Scorecard Concept

The financial perspective is one of the main pillars in the concept of the Balanced Scorecard (BSC) which

is used to measure organizational performance. For AKM Max Financial Group, financial performance

reflects the company's ability to create value for shareholders, increase profitability, and manage resources

efficiently. Although the BSC prioritizes balanced performance measurement, the financial perspective

remains the final indicator of the success of the strategy implemented.

According to Kaplan & Norton (1996), the financial perspective in BSC serves to answer the question

"How do shareholders view us?" Indicators in this perspective generally include:

a. Revenue Growth

b. Profitability (ROA, ROE, Profit Margin)

c. Cost Management

d. Economic Value Added (EVA)

The financial perspective is closely related to other perspectives, such as customers, internal business

processes, and learning and growth, because success in these three perspectives will lead to improved

financial performance.
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The Influence of Financial Perspectives on Performance Measurement at AKM Max Financial Group

affects performance measurement in several ways:

a. As the final indicator of strategy success — The success of the marketing strategy, customer service,
and human resource development will be reflected in the achievement of premium revenue targets,
operational cost efficiency, and profitability.

b. Providing direction for decision-making — The results of financial performance measurement are the
basis for determining budget allocation, agent incentives, and expansion strategies.

c. Triggers continuous improvement — If the measurement results show a decrease in revenue or an
increase in costs, then management can immediately evaluate and correct the strategy.

d. Increase stakeholder trust — Good financial performance will increase the trust of customers, business
partners, and investors in the sustainability of the agency's business.

The following table provides examples of financial indicators that can be used in AKM Max Financial

Group.
Table 1. Financial Perspective Indicators in Balance Score Card
Financial Indicators Annual Target Realization Score (1-5)
Premium Income Growth >15% 17% 5
Claim Ratio <60% 58% 4
Return on Equity (ROE) > 12% 13,5% 5
Net Profit Margin > 8% 7,5% 3

Therefore, it can be concluded that the financial perspective in the Balanced Scorecard has a crucial role

in measuring the performance of AKM Max Financial Group. While not the only aspect measured,

financial performance is the end result that reflects the effectiveness of the strategy across BSC's

perspectives. With consistent monitoring and evaluation based on financial data, agencies can increase

profitability, competitiveness, and business sustainability.

2. The Influence of Customer Perspective on AKM Max Financial Group's Performance
Measurement with the Balanced Scorecard Concept

In the concept of Balanced Scorecard (BSC), the customer's perspective plays an important role in

assessing the extent to which the company is able to provide satisfactory value and service for customers.

For AKM Max Financial Group, success from a customer perspective will have a direct impact on

increasing premium income, customer loyalty, and corporate image in the insurance market. Customer

satisfaction and loyalty are also the bridges that connect the success of non-financial strategies with the

achievement of long-term financial performance.

According to Kaplan & Norton (1996), the customer's perspective aims to answer the question "How do

customers view us?" Commonly used indicators include:

a. Customer Satisfaction

b. Customer Loyalty

c. Customer retention

d. New customer acquisition

e. Market Share

The customer's perspective emphasizes that the success of a business is not only measured by profits, but

also by its ability to retain and attract customers through the quality of products, services, and relationships
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maintained.

In the context of AKM Max Financial Group, the customer's perspective influences performance

measurement by:

1. Increase customer retention and loyalty — A high retention rate indicates that customers are satisfied
and are more likely to extend policies or purchase new products.

2. Strengthen the company's image and reputation — Customer satisfaction drives effective word-of-
mouth recommendations to attract new customers.

3. Become the basis for service development — Customer feedback is used to improve service processes,
improve agent responsiveness, and create insurance product innovations.

4. Driving revenue growth — Loyal customers tend to contribute more to revenue through additional
policy purchases and timely premium payments.

The following are the customer perspective indicators in BSC AKM Max Financial that can be used:

Table 2. Customer Perspective Indicator in Balance Score Card

Customer Indicators Annual Target Realization Score (1-5)
Customer Retention >90% 92% 5
New Customer Acquisition > 500 people 480 people 4
Customer Satisfaction Level > 85% 87% 5
Net Promoter Score (NPS) >70 72 5

So it can be conveyed that the customer perspective in the Balanced Scorecard has a significant effect on
the performance measurement of AKM Max Financial Group. A high level of customer satisfaction,
loyalty, and retention is an indicator that the service and marketing strategy is effective. By optimally
managing customer perspectives, companies can strengthen competitiveness, increase revenue, and
maintain their position in the insurance industry.
3. The Influence of Internal Business Process Perspective on AKM Max Financial Group's
Performance Measurement with the Balanced Scorecard Concept
The Internal Business Process Perspective in the Balanced Scorecard (BSC) focuses on how effective and
efficient the company's internal processes are in creating value for customers and shareholders. For AKM
Max Financial Group, this perspective is key to ensuring that all operational activities—from customer
acquisition, claims management, to after-sales service—are carried out with high quality standards. The
effectiveness of good internal processes will have a direct impact on increasing customer satisfaction and
company profitability.
Kaplan and Norton (1996) explain that the perspective of internal business processes answers the question:
"What processes do we have to master in order to meet the expectations of shareholders and customers?"
This perspective encompasses three main groups of processes:
1. Innovation Process — The development of new products or services that are relevant to market needs.
2. Operational Processes — Execution of core activities such as marketing, sales, and customer service.
3. Post-Sales Service Process — Support and services provided after a customer purchases a product, such
as handling insurance claims and policy renewals.
In the context of insurance companies, especially independent office agencies, the success of this
perspective is determined by the ability to speed up the service process, reduce administrative errors, and
improve the work efficiency of agents.
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So that the influence of the perspective of internal business processes on linear measurement

at AKM Max Financial Group affects performance measurement through:

a. Improved Operational EfficiencyA concise and systematic process allows agents to serve more
customers at the same time.

b. Reduction of Administrative ErrorsA standardized work system reduces policy or claim data input
errors, saving costs and time.

c. Service Response SpeedFast response time for a request or claim increases customer satisfaction and
trust in the company.

d. Product and Process InnovationSystem updates and new product development keep the company
competitive in the market.

And the Internal Business Process Indicators in the AKM Max Financial Group Balanced Scorecard can

be explained in the following table:

Table 3. Internal Business Process Perspective Indicators in the Balance Score Card

Internal Business Process Indicators | Annual Target Realization | Score (1-5)
Average Claim Settlement Time <7 business days 6 days 5
Policy Data Accuracy Rate >98% 97,5% 4
New Product Development > 2 products 2 Products | 5
Service Digitization Process > 90% of the service | 88% 4

Thus, the perspective of internal business processes in the Balanced Scorecard is proven to have a
significant influence on the performance measurement of AKM Max Financial Group. Operational
efficiency, speed of service, and product innovation are factors that affect the company's success in
achieving strategic targets. With optimal internal process management, companies can improve service
quality, minimize costs, and strengthen their competitive position in the insurance industry.

4. The Influence of Learning and Growth Perspectives on AKM Max Financial Group's
Performance Measurement with the Balanced Scorecard Concept

The Learning and Growth Perspective in the Balanced Scorecard (BSC) focuses on the development of

human resources, technological infrastructure, and organizational culture that supports the achievement

of the company's strategic goals. At AKM Max Financial Group, this perspective is the main foundation

that enables continuous improvement and innovation in service and marketing. The performance of

insurance companies is highly dependent on the quality and competence of salespeople (agents), the

availability of adequate information systems, and a work culture that is adaptive to change.

Kaplan and Norton (1996) state that the learning and growth perspective answers the question: "How can

we maintain the ability to change and innovate?"

There are three main components that are focused on in this perspective:

1. Employee Capabilities — Includes training, skill development, and work motivation.

2. Information System Capability — The availability of technology that supports information efficiency
and accuracy.

3. Motivation, Empowerment, and Goal Alignment — Alignment between individual goals and company
goals.
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In the insurance industry, mastery of sales techniques, product understanding, and the ability to build

relationships with customers are indicators of agent success.

At AKM Max Financial Group, the application of a learning and growth perspective affects performance

measurement through:

a. Improving Agent CompetenciesRegular training on products, sales strategies, and services improves
the agent's ability to achieve premium targets.

b. The use of Information Technology CRM (Customer Relationship Management) systems and digital
applications make it easier to manage customer data and sales performance in real-time.

c. Motivation and Job SatisfactionAttractive incentives, rewards for achievements, and a conducive work
environment encourage agents to perform better.

d. Culture of InnovationEncourages agents to discover new marketing strategies that are relevant to
changing consumer behavior.

The Learning and Growth Indicators in the AKM Max Financial Group Balanced Scorecard can be

presented in the following table:

Table 4. Learning and Growth Perspective Indicators in the Balance Score Card

Learning & Growth Indicators Annual Target Realization | Score (1-5)
Number of Agent Training per Year > 6 times 5 times 4
Employee Satisfaction Levels > 85% 82% 4
Digital System Usage Rate > 95% agents 93% 4
Agent Retention Rate >90% 88% 4

The learning and growth perspective has an important impact on the performance measurement of AKM
Max Financial Group. Improving agent competence, utilizing information technology, and high work
motivation encourage the achievement of company targets in a sustainable manner. By strengthening this
perspective, companies can ensure that their human and technological resources are able to support
performance improvement in other perspectives, such as finance, customers, and internal business
processes.

Therefore, based on the results of performance measurement using the Balanced Scorecard (BSC)
approach, the four perspectives — Finance, Customer, Internal Business Processes, and Learning and
Growth — showed relatively good to very good performance, with the average overall score above the
standard category set.

From a financial perspective, the achievement of indicators such as premium income, claims ratio, and
profitability is at a satisfactory level, although there is still a slight deviation from the target in the revenue
and ROE or ROA indicators. This indicates that the marketing strategy and cost efficiency are good
enough, but there is still room for improvement in revenue optimization.

Customer perspective performs best among the four perspectives, which can be seen from high customer
satisfaction rates, Net Promoter Score (NPS), and policy retention. This achievement reflects the
company's success in building long-term relationships with customers through responsive service,
customized products, and effective communication.

From the perspective of internal business processes, performance is also very good. The fast claims
process, low level of administrative errors, and the existence of new product innovations show that the
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company has an efficient operational system and is able to adapt to market needs. This operational

efficiency is one of the main pillars of success from a customer and financial perspective.

The learning and growth perspective shows good results, although not as optimal as other perspectives.

Agent training activities, employee satisfaction, and the use of digital technology are above average, but

still slightly below the target. This indicates the need to increase investment in human resource

development, technology adoption, and the creation of a work culture that is more supportive of
innovation.

Overall, the results of the Balanced Scorecard illustrate that AKM Max Financial Group can be concluded

as follows:

1. The Financial perspective shows stable and positive results, with the achievement of indicators such
as premium income, claims ratio, and profitability in the good category, although there is still room to
improve efficiency and optimize revenue.

2. The Customer Perspective is the most superior, as evidenced by the high level of customer satisfaction,
loyalty, and retention. This reflects the success of a responsive service strategy and product offerings
that meet market needs.

3. Internal Business Process Perspective runs effectively and efficiently. The speed of claims service,
low administrative error rates, and continuous product innovation demonstrate strong operational
capabilities and are adaptive to change.

4. The Learning and Growth perspective has obtained good results, but it is still an area that needs
strengthening. Increasing agent training, technology utilization, and developing an innovation culture
are important factors to support performance sustainability.

Conclusion

Overall, the implementation of the Balanced Scorecard is proven to provide a comprehensive view for
management in identifying strengths, weaknesses, and opportunities for improvement in the future. AKM
Max Financial Group provides a comprehensive overview of performance. The customer perspective has
the best performance, while the learning & growth perspective is an aspect that requires special attention.
With improvements in agent training and technology utilization, it is hoped that overall performance can
improve. BSC is proven to be one of the effective measuring tools to combine financial and non-financial
indicators so that it is able to provide strategic input for management decision-making.
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