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Abstract

Background: Measuring HRP is an essential factor that can be used to determine the OP.
HR is a crucial organizational asset, and its performance can significantly affect
customer satisfaction and financial performance, ultimately leading to the organization's
success. Measurement with the HRSC approach can help organizations develop targeted
plans to improve their HRP.

Method: This is a cross-sectional quantitative study using questionnaires on the Likert
scale conducted on nurses and midwives. Validity-reliability tests were performed before
data collection. Descriptive analysis was used to process the data, and the CDMG was
employed to determine the weight of the KPIs.

Results and Discussions: Pearson Correlation resulted in 27 valid statements with a Sig.
(2-tailed) value of <0.05, and Cronbach's Alpha was 0.962. The total number of
respondents amounted to 69 people. After conducting CDMG, the KPI result of this
hospital is 4.15. The HRSC approach, an HR development strategy, showed good
performance results in this study.

Conclusions: Although the overall performance from every HRSC perspective is
excellent, hospitals must evaluate existing policies or formulate new ones to maintain
good performance results.
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INTRODUCTION

Businesses in the health sector offer services based on the interaction between people in
it. So, the human resources (HR) that are organizational assets and their performance is
one of the benchmarks for organizational success. Professional HR will improve the
quality of health services provided (Kanyaku, 2019; Surji and Sourchi, 2020; Lohana et
al., 2021; Yafiz et al., 2022).

In addition, technological developments pose a significant challenge so that health
services can still be reached, but on the other hand, organizations must also generate the
greatest possible profit. Therefore, organizations must improve their performance to win
the business competition, be ready to face changes and outperform every existing
competition. Serious attention is needed in organizational HR because the involvement of
HR is an essential key in this regard (Sembiring et al., 2019; Lohana al.,21; Krijgsheld et
al., 2022).
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The field of HR organizations must improve the performance of their HR and motivate
them always to complete a series of tasks and responsibilities that have been given (Surji
& Sourchi, 2020). In his article, Zhou et al. (Zet al., 2020) states that the field of HR must
attach importance to the management system and improvement of HR in various aspects,
such as providing training to employees and creating and placing them in an appropriate
work environment so that it affects the long-term development of the organization (Aini
et al., 2023). Therefore, measuring human resource performance (HRP) is an essential
factor that can be used to determine organizational performance. The measurement is
with the Human Resources Scorecard (HRSC) approach developed by Becker et al.
(2001), which focuses on the process that connects individuals to strategies explained in
each perspective (Kanyaku, 2019; Lohana et al., 2021).

HRSC will help the HR field prioritize capabilities and provide the right approach to the
organization with its employees (Boudlaie et al., 2020). The study of literature related to
HR conducted by Gile et al. (Gile, Buljac-Samardzic and Van De Klundert, 2018) found
that HR management affects performance outcomes. HR management, especially
managers, must confidently understand HR tasks such as organizing, recruiting, training
staff, and managing performance appraisals and evaluations (Aini, 2018; Wahyuhadi,
Hidayah and Aini, 2023).

HRSC is a framework to help optimize HR commitment to organizational goals.
Measurement with the HRSC approach begins with the elaboration of the vision, mission,
and strategy of the organization into four HRSC perspectives. HRSC helps in considering
the organization's current state, simplifying its implementation, and preparing HR to
execute its strategy, such as research conducted by Lohana et al. (Lohana et al., 2021).

As part of health sector organizations, hospitals undergo more complicated and rapid
changes than other organizations. Modern healthcare is changing and becoming more
complex due to new disease patterns, technological developments, unpredictable patient
needs, infrastructure, and many others. Balikpapan Baru General Hospital is one of the
private hospital; where it is known that since 20 years of establishment, this hospital has
never measured HRP due to the absence of performance indicators that can be used to
make these measurements. So far, the hospital's HR field only evaluates HRPs based on
their competencies, and there needs to be a connection to the hospital's vision, mission,
and strategy. Balikpapan Baru General Hospital needs to know the effect of its HRP in
real terms on its success so that the management and development of HR can be
adequately on target, ultimately increasing the hospital's success.

METHOD

This research is a type of quantitative research with a cross-sectional study approach and
uses an adapted questionnaire. The samples in the study were nurses and midwives, and
the research sampling technique used total sampling, where all populations that met the
criteria were included in the study. Data collection techniques using questionnaires that
have previously been carried out Validity Tests using Pearson Correlation and Reliability
Tests using Cronbach's Alpha, as well as Consensus Decision Making Group (CDMG)
involving the management of Balikpapan Baru Hospital to be able to reach an agreement
in providing key performance indicators (KPIs) weighting values from each HRSC
perspective.

RESULTS

Validity-Reliability Test

The results of the validity test with Pearson Correlation are valid if the value of Sig. (2-
tailed) <0.05. Of the 28 items, one item was declared invalid with a Sig. (2-tailed) value
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of 0.261 and was decided to be removed from the research instrument. Thus, a total of 27
valid items were obtained. The reliability test results of Cronbach's Alpha questionnaire
>0.6 indicate that this questionnaire is a reliable research instrument.

Respondents’ Characteristics

The respondents in this study were nurses and midwives, totaling 69 people. The
characteristics of respondents in this study include age, gender, education level,
occupation, length of work, employment status, and work unit.

Table 1 Characteristics of Respondents (N=69)

Variable N Percentage (%)
Age

<30 years old 41 59,42
30-40 years old 22 31,88
40-50 years old 5 7,25
>50 years old 1 1,45
Gender

Woman 62 89,86
Man 7 10,14
Education Level

DIl 53 76,81
S1 15 21,74
S2 1 1,45
Occupation

Nurse 53 76,81
Midwife 16 23,19
Working Period

<] years 15 21,74
1-2 years 16 23,19
>2years 38 55,07
Employee Status

Permanent 57 82,61
Non-permanent 12 17,39
Working Unit

Outpatient Care 13 18,84
Ward Unit 38 55,07
Surgery Room 6 8,70
Emergency Unit 12 17,39

Based on Table.1, more than half of the respondents (59.42%) were aged <30 years and
were female (89.86%). The level of DIl education and nursing employment had the same
and highest number of respondents (76.81%). Many of the respondents worked in
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inpatient rooms (55.07%), had permanent employment status (55.07%), and had worked
>2 years (55.07%).

Consensus Decision Making Group (CDMG)
The weighting results through CDMG can be seen in Table 2 below.
Table 2 Weighting Results Based on HRSC Perspectives

Performance Goals KPI Weight
Financial Perspective 0,2
Training Cost- The cost of HR training is effective (F1) 0,04
effectiveness The training provided affects HRP (F2) 0,04
Cost of Revenue HRP results increase hospital revenues (F3) 0,04
Job satisfaction motivates productivity (F4) 0,05
Hospital income affects HR income (F5) 0,03
Customer Perspective 0,3
Compensation Compensation awarded for HRP (C1) 0,03
Recognition of work achievements of HR (C2) 0,03
Competence The ability of HR to complete tasks (C3) 0,04
HR skills (C4) 0,04
Cooperation between colleagues (C5) 0,04
Career Path Opportunities for career development (C6) 0,04
Pride A sense of pride in work (C7) 0,04
Positive work environment (C8) 0,04
Internal Business Process Perspective 0,2
Work Environment The facilities provided facilitate the work (11) 0,02
HR gets security during work (12) 0,03
Work Process Work can be completed appropriately (13) 0,03

The hospital provides clear standards and procedures 0,04

(14) 0,03
Services provided to patients according to applicable
standards (15)

Quality of Process Effective communication with patients (16) 0,02
Priority of services provided (17) 0,03

Learning and Growth Perspective 0,3

Training and HR attends the training provided (L1) 0,05

Development The hospital provides complete facility support (L2) 0,04

Awareness of HR to develop capabilities (L3) 0,05
HR develops the ability optimally (L4) 0,04

Hospital information Ease of accessing the required information data (L5) 0,04
management system
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HR Engagement Participation of HR in activities of the hospital (L6) 0,04
HR is involved in hospital activities (L7) 0,04

Based on Table 2, the financial and internal business process perspectives get a weight of
0.2, and the other two get a weight of 0.3. This weighting will be used to see the
performance measurement results based on each perspective by looking at the
questionnaire answer scores that respondents have filled out.

Results of KPIs

Table 3 shows the results of KPIs achievement, which is the result of multiplication
between the weight and the average score of each indicator, or called the weighted score.

Table 3 KPIs Achievement

KPI Weight Score \S/\éziihted
Financial Perspectives 0,2 0,81
F1 0,04 4,13 0,17
F2 0,04 4,12 0,16
F3 0,04 4,01 0,16
F4 0,05 4,17 0,21
F5 0,03 3,68 0,11
Customer Perspectives 0,3 1,25
Cl 0,03 3,65 0,11
C2 0,03 3,88 0,12
C3 0,04 4,17 0,17
C4 0,04 4,19 0,17
C5 0,04 4,29 0,17
C6 0,04 4,26 0,17
C7 0,04 4,43 0,18
C8 0,04 4,19 0,17
Lr;t::srg:;tis::mess Process 0.2 0,84
11 0,02 3,91 0,08
12 0,03 4,09 0,12
13 0,03 4,19 0,13
14 0,04 4,20 0,17
15 0,03 4,41 0,13
16 0,02 4,42 0,09
17 0,03 4,28 0,13
Learning and Growth 0.3 1.25

Perspectives
L1 0,05 4,28 0,21
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L2 0,04 4,06 0,16
L3 0,05 4,39 0,22
L4 0,04 4,29 0,17
L5 0,04 4,10 0,16
L6 0,04 3,87 0,15
L7 0,04 4,06 0,16
Total 1 4,15

Overall, the KPIs achievement result based on Table 3 is 4.15. The achievement of the
KPI financial perspective is 0.81, the customer perspective with a score of 1.25, the
internal business process perspective with a score of 0.84, and the learning and growth
perspective with a score of 1.25.

DISCUSSION

The measurement of HRP at Balikpapan Baru General Hospital obtained a total score of
4.15, meaning that HRP at this hospital is included in the good category based on Table 4.

Table 4 HRP Appraisal Criteria

Criteria

Category

Very Less 1,0 <Score < 1,8
Less 1,8 < Score <2,6
Average 2,6 < Score < 3,4
Good 3,4 < Score < 4,2
Excellent 4,2 <Score <5,0

Source (Rusindiyanto, 2009)

HR is a crucial factor in organizations to excel in every competition. Performance
measurement with BSC that focuses on HR, or HRSC, is one of the HR development
strategies (Masruroh, 2013; Nafari & Rezaei, 2022). Because HRSC developed by Becker
et al. (Ulrich, Huselid and Becker, 2001) is a derivative of BSC discovered by Kaplan and
Norton (Kaplan and Norton, 1992), HRSC has four perspectives in common: financial
perspective, customer perspective, internal business process perspective, and learning and
growth perspective. The results of measuring HRP from four HRSC perspectives can be
seen from the weighted scores of each perspective.

HRP Financial Perspective

In this study, the results of measuring HRP based on a financial perspective received a
weighted score of 0.81 which is included in the excellent category. The indicator that
received the highest average score from a financial perspective was "job satisfaction
motivates productivity,” with a score of 4.17. Job satisfaction has become essential to
organizational success (Alshraideh et al., 2017). Some studies believe job satisfaction is
vital to HR productivity (Al et al., 2020). Job satisfaction also significantly affects the
attitudes and contributions of HR (Suifan et al., 2017). HR who feel satisfied and
optimistic will lead to customer satisfaction, ultimately improving the organization's
financial performance (Sarraf, 2018).

Furthermore, the lowest average score from a financial perspective, with a score of 3.68,
is the indicator "hospital revenue affects HR income™ on the revenue cost performance
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target. HR income may include; income following pre-arranged salaries and benefits,
additional income determined by the organization's and individual's performance,
respectively, bonuses, and other benefits (Do, 2021; Mastutik and Aini, 2022). One study
states that the decrease in hospital income causes a decrease in the salary of non-civil
servant nurses, which affects welfare and increases turnover (Muslim & Sutinah, 2020).
Turnover will disrupt hospital services, managerial processes and increase costs. Hospital
revenue will also be indirectly disrupted due to decreased employee performance
productivity (Dewanto & Wardhani, 2018).

HR of health workers in developing countries are often underpaid, which ultimately
causes them to be less motivated to improve their performance (Khim, 2016). Hospital
revenue results from HRP, increasing customer satisfaction and improving the
organization's financial performance (Sarraf, 2018). Therefore, payment related to
consistent service is essential to increase the motivation and enthusiasm of HR (Khim,
2016).

HRP Customer Perspective

Based on the customer perspective, HRP gets a weighted score of 1.25 and is included in
the excellent category.

The "sense of pride in work™ indicator of the pride performance goal received the highest
average score with a value of 4.43. Pride is a self-conscious emotion accompanied by
pleasant feelings and is a signal of superior performance, in this case referring to the pride
employees feel towards achieving their performance. Employees must associate their
performance with their abilities and efforts to feel a sense of pride (Aini, Dzakiyullah and
Abdulamir, 2023). A successful performance associated with such a factor as luck is
unlikely to arouse pride. Furthermore, employees who repeatedly experience an emotion
of pride based on their performance are more likely to become proud of their work and
increase their job satisfaction (Kraemer et al., 2017).

Two indicators on the compensation performance goal received a low average score,
whereas the indicator "compensation awarded for HRP" was the lowest, with a score of
3.65. These indicators should concern the hospital's HR management because
compensation significantly influences employee performance, in line with research
conducted by Khairunnisa et al. (2021). Of course, compensation will also positively
correlate with organizational performance, where the hospital's chosen compensation
method will significantly affect employee productivity and well-being (Lazear, 2018;
Khairunnisa et al., 2021). Compensation will affect the extent to which organizational
goals can be achieved and the organization's survival (Abadi & Renwarin, 2017).

Compensation is a critical factor that organizations need serious attention to because
compensation can attract and retain quality HR. This compensation can be in the form of
salaries or wages, incentives, benefits, and facilities, both received directly and indirectly
(Khairunnisa et al., 2021). Other non-financial compensation can be praise, self-esteem,
and recognition.

HRP Internal Business Process Perspective

This perspective falls into the excellent category, with a weighted score of 0.84.
Performance targets in this perspective are the work environment, work processes, and
service quality.

The "effective communication with patients” indicator of the service quality performance
goal received the highest average score of 4.42. HRP dramatically influences the quality
of services provided. Effective communication with patients, for example, has an
advantageous relationship with patient trust and satisfaction and may act as a benchmark
for the quality of health services provided directly or indirectly. (Birkhduer et al., 2017;
Chandra et al., 2018). Service quality will ultimately affect organizational performance,
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such as research conducted by Abd-Elrahman et al. (2020) and Ojo (2021), where both
show that service quality has a significant positive relationship with organizational
performance (Zulham et al., 2022)IN. A bibliometric study on hospital HRP by Adha and
Aini (2023) shows that quality keywords appear the most. Quality may apply to various
ideas, including HR management, performance, healthcare services, patient care, and
organizational structure quality. (Mohamed and Hameed, 2015; Khatri et al., 2017). All of
these features are linked and may significantly impact hospital performance. Quality has
become increasingly essential for organizations to thrive in a global marketplace (Akdere,
2009).

The lowest average score belongs to the indicator "facilities provided facilitate work"
from the work environment performance goal, with a score of 3.91. The work
environment positively and significantly influences HRP (Maya et al., 2021). Employees
who are satisfied with their work environment tend to have more positive work outcomes
(Zhenjing et al., 2022). A safe and comfortable work environment will also increase
employee work productivity (Josephine & Harjanti, 2017; Putri et al., 2018). In addition,
employees who are satisfied with the facilities in their workplace will also significantly
affect work productivity (Groen et al., 2019). Organizations must realize that the work
environment also affects employee stress (Desa et al., 2018).

Several studies suggest that a positive work environment affects the lower incidence of
work accidents, lower levels of fatigue, and increased job satisfaction (Gershon et al.,
2007; Garrett, 2008; Copanitsanou et al., 2017). However, the adverse effects of a poor
work environment can lead to adverse outcomes in patients, such as increased mortality
and complications, higher rates of readmissions, and increased healthcare costs (Trinkoff
et al., 2011; Ma et al., 2014; Copanitsanou et al., 2017). So, hospitals need to pay
attention to a positive work environment for employees to create favorable conditions for
the organization and the employees themselves.

HRP Learning and Growth Perspective

With a weighted score of 1.25, this perspective falls into the excellent category. Training
and development, hospital information systems, and HR engagement are the three
performance objectives in this perspective(Aini, 2021a).

Ascore of 4.39 is the highest average from this perspective, with the indicator "awareness
of HR to develop capabilities” on training and development performance goals. Training
and development is an effort required by an organization to improve quality and meet
global competition. Previous research has proven that training and development
positively affect organizational performance, helping to improve quality, customer
satisfaction, productivity, morale, management succession, and business development
(Aini, 2021b). Thus, it is necessary to emphasize the implementation of regular and
relevant workshops and training for HR development (Bolarinwa, 2020).

One indicator of the HR engagement performance goal that gets the lowest average score
from this perspective is "HR participation in hospital activities,” with a score of 3.87.
Kim et al. (2013) investigated the involvement of HR with organizational performance
and proved a positive relationship. This involvement has a positive relationship with other
aspects related to work, namely individual morale, individual performance, and off-task
performance (Aisyah Ardhani and Aini, 2022). Employee engagement represents an
employee's enthusiasm, passion, and commitment to the job and organization (Myrden &
Kelloway, 2015).

HR engagement is a relationship between employees and the company, whereby they are
fully engaged and passionate about their work, thus taking positive actions to increase the
prestige and importance of the organization (Tanwar, 2017). Thus, hospitals must ensure
their HR involvement in all activities to achieve organizational goals. Hospitals should
also provide opportunities for them to participate in hospital policy formulation.
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Policymakers should consider the professional development needs of HR and implement
initiatives to increase rewards and other benefits, as this affects job satisfaction (Atefi et
al., 2014).

In general, HRP from each HRSC perspective is included in the excellent category, and
overall, HRP at Balikpapan Baru General Hospital with the HRSC approach is included
in the good category. However, hospitals still need to strive for improvement in all
aspects and maintain or even increase the performance value successfully achieved.
Attention will undoubtedly be paid more to indicators that get low scores. However, in
making improvements, one must always pay attention to other indicators to not decrease
their performance value because every indicator in each HRSC perspective is related.
Hospitals need to re-evaluate existing policies or formulate new policies related to
improving HRP so that performance measurement results can be better.

CONCLUSION AND RECOMMENDATIONS

The results of measuring HRP at Balikpapan Baru General Hospital with the HRSC
approach received a weighted total score of 4.15 which shows that HRP is good.
Balikpapan Baru General Hospital should maintain good results by conducting regular
evaluations to continuously improve its HR management system and identify potential
HRPs and weaknesses. Involving hospital management, HR management, and medical
staff is crucial to gather their perceptions, address challenges, and gather suggestions for
improvement. Technology can support HR management, including performance
measurement. Hospitals must evaluate or formulate new policies to maintain good
performance results.

Research on HRP measurement at Balikpapan Baru General Hospital with the HRSC
approach is limited to the HR of nurses and midwives, so it only reaches some parts of
the hospital. Further research is expected to be refined by involving other HR who have
yet to be reached in this research.
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