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Achieving the implementation of a hospital's vision and mission depends on the strategies that used
and the management of human resources. Balanced scorecard (BSC) is one of the strategic tools that
are in great demand today to be applied in the health sector. The interest or intention in implementing
of BSC depends on individual attitudinal factors, subjective norms and behavioral controls that refer
to Planned Behavior (TPB). The aim of this study is to determine the intention of hospital managers
in implementing the balanced scorecard. This type of research is quantitative descriptive with a cross
sectional approach and the sampling technique used purposive sampling. The methods of data
collecting used questionnaires, interviewed and analyzed by multiple linear regression. The results of
the 90 samples showed an influence on attitudinal variables, subjective norms and simultaneous
behavioral control as indicated by Sig = 0,000. While partially attitudinal variables (Sig =
0.029<0.05), subjective norm (Sig = 0.011 <0.05) and behaviour control have effect on intention (Sig
=0.036<0.05).

Pencapaian pelaksanaan visi misi sebuah rumah sakit bergantung pada strategi yang dipakai dan
pengelolaan sumber daya manusia. Balanced scorecard (BSC) menjadi salah satu alat strategi yang
sudah banyak diminati saat ini untuk diterapkan di sektor kesehatan. Minat atau niat dalam
melaksanakan BSC bergantung pada faktor sikap individu, norma subjektif dan kontrol perilaku yang
mengacu pada Theory Planned Behaviour (TPB). Tujuan penelitian ini adalah untuk mengetahui
intensi manajer rumah sakit dalam mengimplementasikan balanced scorecard. Jenis penelitian ini
adalah kuantitatif deskriptif dengan pendekatan cross sectional dan teknik pengambilan sampel
menggunakan purposive sampling. Metode pengumpulan data menggunakan kuesioner dan
wawancara serta dianalisis dengan regresi linier berganda. Hasil penelitian dari 90 sampel
menunjukan adanya pengaruh pada variabel sikap, norma subjektif dan kontrol perilaku terhadap
intensi secara simultan yang ditunjukan dengan nilai Sig=0,000. Sedangkan secara parsial variabel
sikap (Sig=0,029<0,05), norma subjektif (Sig=0,011<0,05) dan kontrol perilaku (Sig=0.036<0.05)
yang memiliki pengaruh terhadap intensi pada manajer.
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INTRODUCTION

Progress oriented of hospitals will certainly develop

that good quality service is created. Good service can
provide satisfaction to patients. This is in accordance with

the opinions expressed by You et al’. Where there is a

strategies to be able to realize the vision and mission that
has been set. Determination of strategies for a hospital is an
important thing because the increasing number of
competitors requires hospitals to compete, survive, and
maintain patient loyalty for the continuity of the hospital
itself’. Strategy management in the hospital sector used to
help managers to predict the future with various possible
events, fostering commitment of each employee in the
hospital, and creating a culture of mutual support between
professions and employees in realizing hopes for hospitals
in future?. The strategy carried out by the hospital is to
improve the quality and standards of each health service so

significant relationship between service quality and patient
satisfaction level.

The cause of failure in hospital services is related to
the implementation of strategies taken by the hospital. One
of the main reasons for the failure of the implementation of
the strategy was the lack of an effective management
control system within the organization or company’.
Management control tailored to the conditions of the
organization or company is very important for the
implementation of effective strategies’. The use and
planning of strategies that are still considered not good
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enough can be done to develop the strategy as an evaluation
material in the years ahead so that the hospital has the
opportunity to enter market share. The development of a
strategy that is considered less will have an impact on the
implementation of the hospital because of the programs,
procedures and budgets that the hospital has are not in
accordance with the conditions at that time® In this case,
the Balanced Scorecard (BSC) serves as a comprehensive
strategic control tool to achieve the desired strategic results.

Since being published by Kaplan and Norton in 1992,
the use of the Balanced Scorecard (BSC) has developed as
a major strategic management system that is internationally
recognized. The use of this system is used in various sectors
of organizations such as profit and non-profit institutions of
all sizes, types and interests. Indonesia has now begun to be
able to present the idea of using BSC as evidenced by
existing BSC books. The definition of BSC is strategic
planning and management systems that are widely applied
to organizations regardless of the size or type of business in
which this concept can facilitate the development and
review of the organization's vision and strategy, provide
methods for harmonizing the organization's business
activities with that strategy, and improve internal and
external communication of the organization, and enable the
organization to monitor its performance against its strategic
goals’. This BSC shows that we must look at organizations
financial, internal

from four perspectives, customer,

business, learning and growth perspectives that are
interrelated’. The usefulness of this method is to help make
decisions both individually and in teams, identify
opportunities or threats, monitor corrective actions, and
review the suitability of the objectives set. The concept of
BSC can be one of the management strategies implemented
in hospitals.

BSC is not only used for strategic management at the
organizational level, but has also been used in the health
sector to evaluate health programs, quality of care and
quality improvement services, accreditation, clinical
pathways, and performance measurement®. Hospitals are
one sector that has many elements and has unique
challenges to face. Some challenges that may be faced by
hospitals are the diversity of stakeholders, the availability
of resources

and funds, facing demands from the

government to improve service quality and patient
outcomes, increasing prevalence of chronic diseases, and
medical discipline’.

The application of BSC in hospitals is very useful'’.
Results of research conducted by Beatriz, Sanchez, Maria,

Pires, and Broccardo at St. Vincent in 2010-2012 showed
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an increase in patient satisfaction (88% to 96%), an
increase in the percentage of patients (43% to 68%), an
increase in the percentage of patients who were considered
risky (40% to 90%), decreased incidence of MRSA
(methicillin- resistant to staphylococcus aureus), decreased
fall incidence and treatment incidents, decreased rates of
hospitalization, vacancy rates and turnover rates. In
addition, the benefits of BSC in the health sector were
improvement in quality of care and care outcomes for
patients because it focuses on patients, increased
management and medical accountability with clear goals,
improved communication, and stimulating new discussion
between doctors and management about vision and
strategy. The benefits and benefits that the hospital gets
BSC should be

communicated to the managerial ranks in order to be able to

when implementing the system
make hospitals oriented to full service .

Support from management regarding strategies brings
aspects of beliefs, intentions, and individual perceptions of
employees that leaders will support the implementation of
strategies that have been made. Intentions are anticipated
signals in certain situations with preconceived beliefs for
specific behavioral choices or which specific behaviors will
be applied so that goals can be achieved 2. Intention is also
sometimes seen as a kind of strong determination to achieve
something. The greater one's intention, then the possibility
of appearing to behave will be high and vice versa.

Implementation of the BSC apart from the direct
determinants of intention and behavior, with the Theory of
Planned Behavior proposed by Ajzen also identifies that
intention is influenced by individual attitudes where attitude
towards behavior is an evaluation that supports or does not
support a person to perform the behavior in question,
subjective norms where there is social pressure to do or not
do the desired treatment, and behavioral control where the
individual's perception of the ease of treatment is carried
out . In addition to the intention factor, several factors that
motivate managers to implement BSC as an innovative
strategy management technique that is adherence to new
forms of information where management is open to
innovation, control systems are related to action, personal
and cultural control, then an evaluation system is the way
managers evaluate their staff.

Intention can accurately predict various behavioral
tendencies. Based on the theory of planned behavior,
intention is a function of the three main determinants, first
is the personal factor of the individual, second is the social
influence, and the third is related to individual control.
Based on the description above the notion of intention in
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this study is the tendency of a person to perform certain
behaviors either consciously or not. Identify the level of
specificity in targets, situations, and time dimensions is
relatively easy, but the dimensions of behavior are
relatively more difficult to identify. The best measurement
of intention in order to predict behavior is to include the
four aspects of intention, namely behavior, target, situation,
and time .

TPB is an extension of Theory Reasoned Action
(TRA). TPB uses attitudes, subjective norms and behavioral
controls that are felt to predict intentions with relatively
high accuracy. This theory assumes that one's intentions,
when combined with perceptions of behavioral control, will
help predict behavior with higher accuracy than the
previous model’®. Individual attitude, this refers to the
extent to which a person has positive or negative feelings
from his behavior. This requires consideration of the results
of the conduct of behavior. We learn to like behaviors that
we believe have very desirable consequences and we form
unprofitable attitudes towards the behaviors which we
associate with mostly unwanted consequences™. In
particular, subjective value results contribute to attitudes
comparable to the power of trust.

Subjective norms, formed by normative beliefs (the
most important individual beliefs) about whether certain
groups of important people (such as coworkers, superiors,
teachers, etc.) think that they must do behavior. The
construction of subjective norms is normative commitment
and social influence. Normative commitment as an
obligation or social pressure felt to behave according to
organizational expectations. Defines social influence as a
broader term that includes subjective norms, social factors,
and images.

Behavior Control, can affect behavior directly or
indirectly through behavioral intentions. Behavior control is
expected to rise the behavior when there is an agreement
between the perception of control and control of someone
as long as the behavior is carried out. The perceived level
of control must strengthen one's desire to conduct behavior
and increase business and perseverance. Therefor perceived
behavioral control can influence behavior indirectly with its
influence on intention. The more individuals feel a lot of
supporting factors and a few inhibiting factors to be able to
perform a behavior, the greater the control they feel for the
behavior and vice versa, the fewer individuals feel the
supporting factors and many inhibiting factors to perform a
behavior tend to perceive themselves difficult to do this
behavior . The purpose of the study was to determine the
intention of hospital in implementing balanced scorecards.
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RESEARCH METHOD

The research was a quantitative descriptive study with
PKU
Muhammadiyah Bantul Hospital and Postgraduate Masters

a cross sectional approach conducted at

in Hospital Management at the University of
Muhammadiyah Yogyakarta and University of Gadjah
Mada in March 2018-April 2018. Sampling used total
sampling technique that is adjusted to the inclusion criteria
so that 90 respondents were obtained. The data in this study
were obtained using a questionnaire with Likert scale
measurements and interviews. The data obtained were
analyzed using multiple linear regression.

Inclusion criteria of the respondents are as follows: a.
UMY MMR students who are located as managers (top,
middle, or low) in the hospital where they work. b. UGM
MMR students who are located as managers (top, middle,
or low) in the hospital where they work. c. Managers
working in hospitals that have used the Balanced Scorecard.
d. 25-52 years old. e. Know about the Balanced Scorecard.
f. Willing to be a respondent. The number of samples in this
study were 95 respondents consisting of 42 respondents
from PKU Muhammadiyah Bantul Hospital, 35 MMR
students and 13 UGM MMR students.

Operational definition of individual's attitude is the
manager's belief about the benefits felt when implementing
the Balanced Scorecard. Subjective normative means the
beliefs and desires of managers to use the Balanced
Scorecard that comes from the advice of coworkers,
leaders, and information technology, and academics.
Behavioral control means managers' perceptions of the ease
or difficulty in implementing the Balanced Scorecard. The
scale of the data used by researchers is the ordinal data
scale. Based on TPB, (Ajzen, 1991) in (Greaves et al.,
2013) Ajzen revealed the
influenced by attitude variables (attitude / AAct), subjective

intention to behave was

norms (subjective norm / SN), and behavioral control
(Behavior Control / BC) 2.

Attitudes are defined as feelings of support or favor
(favorableness) or feelings of not supporting or
unfavorableness of an object to be addressed. This feeling
arises from the existence of an individual evaluation of the
belief in the results obtained from that particular behavior.
Research conducted indicates that attitudes toward behavior
have a positive and significant influence on intention .
Based on the above considerations, the following

hypotheses are formulated:
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H1: The intention of the X and millennial generation
hospital managers to implement the Balanced Scorecard is
influenced by attitudes toward behavior.

The second variable of the TPB model is subjective
norms which are defined as the influence of the people
around who are referenced. Subjective norms refer to
individual perceptions of whether certain individuals or
certain groups agree or disagree with their behavior, and the
motivation given by them to individuals for certain
behaviors. The people around who are referenced are for
example friends, family, or leaders. The results of research
show that subjective norms, namely the perceptions of
others such as peers and family, have a positive and
significant effect on intention>. Based on the above
considerations, the following hypotheses are formulated:

H2: The intention of hospital managers of generation X and
millennial in implementing the Balanced Scorecard is

influenced by subjective norms.

Behavior control refers to a person's perception of the
difficulty or not of carrying out the desired behavior,
related to the belief in whether or not there are resources
and opportunities that needed to realize certain behaviors'.
There are two aspects which considered, first, how much
the person has control of a behavior (controllability), and
second, how confident that person feels able to perform a
behavior (self-efficacy). Research states that PBC affects
the intention to behave”. Based on the considerations

above, the following hypotheses are formulated:

H3: The intention of the X and millennial hospital

managers generation in implementing the Balanced
Scorecard is influenced by behavioral control.
Intention is determined by three kinds of

considerations. The first consideration is called behavioral
beliefs and refers to positive perceptions or negative
consequences of behavior and subjective values of
evaluating these consequences. The second consideration
must be carried out with the hope and behfavior felt by the
individual as an important reference, combined with the
person's motivation to comply with the intended reference.
The third consideration is the control belief that is related to
the perceived existence of factors that can affect a person's
ability to behave like that. The results of the study state that
there are influences on attitudes, subjective norms, and

behavioral controls on intention to behave 2. Based on the
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above considerations, the following hypotheses are

formulated:

H4: The intention of hospital managers of generation X and
millennial in implementing the Balanced Scorecard is
influenced by attitudes toward behavior, subjective norms,
and behavioral control.

RESULT AND DISCUSSION

Result

Respondents in this study were managers who were
based in low, middle, and top management at PKU
Muhammadiyah Bantul Hospital, students who were based
as managers in the Universitas Muhammadiyah Yogyakarta
and Master of Hospital Management classes of Universitas
Gadjah Mada. The number of respondents in this study
were 90 respondents.

Tabel 1. Distribution of Frequency of Demographic
Characteristics of Respondents in PKU Muhammadiyah
Bantul Hospital, MMR UMY and UGM (N = 90)

caracteristic Responden Frekuensi Persentase
® (%)
Age
38-53 thn 45 50,0
25-37 thn 45 50,0
Gender
Perempuan 47 52,2
Laki-Laki 43 47,8
Last Education
Diploma 7 7,4
Sarjana 73 81,1
Master 10 11,1
Doktor 0 0
Position
Top Management 17 18,9
Middle Management 42 46,7
Low Management 31 344
Length Working
<10 tahun 41 45,6
>10 tahun 49 54,4

Source: Primer Data (2018)

Characteristics of 90 respondents at most female
gender 47 people (52.6%) with the last education with
undergraduate education, 73 people (81.1%) who are
located in middle management, 42 people (46.7%) and the
length of work at the hospital> 10 years as many as 49
people (54.4%).
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Tabel 2. Frequency Distribution of Attitudes in
Managers' Behavior (N = 90)
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Tabel 5. Frequency Distribution of Attitudes in
Managers' Intention (N = 90)
Frekuensi (f)

Persentase (%)

Frekuensi (f) Persentase (%)

Tinggi 73 82,3
Sedang 17 17,7
Rendah 0 0

Total 90 100,0

Source: Primer Data (2018)
In table 2 shows more than three per four respondents
have high behavioral attitudes.

Tabel 3. Frequency Distribution of Attitudes in
Managers' Subjective Norm (N = 90)
Frekuensi (f)

Persentase (%)

Tinggi 36 43,2
Sedang 52 54,7
Rendah 2 2,1

Total 90 100,0

Source: Primer Data (2018)

In the distribution of subjective norms, more than half
of respondents have subjective norms with moderate
categories

Tabel 4. Frequency Distribution of Attitudes in
Managers' Behaviour Control (N =90)

Frekuensi (f) Persentase (%)
Tinggi 41 47,4
Sedang 48 51,6
Rendah 1 1,1
Total 90 100,0

Source: Primer Data (2018)
Based on table 4, it was found that more than 50% of
respondents had behavioral control in the medium category.

Tinggi 56 52,6
Sedang 44 46,3
Rendah 1 1,1

Total 90 100,0

Source: Primer Data (2018)

In table 5, it is found that as many as 50% of
respondents fall into the high category of intentions.

In the table above, it can be seen that F test obtained F
count value of 23,883 with probability (p = 0.000). This
shows that F count (23,883)> F table (17,257). That is, Ho
is rejected, which means that attitude, subjective norm and
behaviour control together have a positive and significant
effect on the dependent variable of intentions manager.

Tabel 6. The Results of F Test Manager Intention in
Implementing the Balanced Scorecard

Sum of
Mean .
Model Square F Sig.
f Square
s
Regress 63,63 "
. 3 21,210 14,217 ,000
ion 1

Source: Primer Data (2018)

Attitude variable (X1) with a value of t count 2.226
and the value is greater than t table (2.102) with a
significant level of 0.029 (smaller than 0.05). Ho refused
Ha accepted. Based on this, it can be concluded that the
attitude variable is partially positive and significant towards
the intention (Y), this means giving a positive and
significant contribution to the intention of manager.
Subjective norm (X2) The value of t count is 2.585 and is
greater than t table (2.102) with a significant level of 0.011
(smaller than 0.05).

Tabel 7. The Result of t Test Manager Intention in Implementing the Balanced Scorecard

Unstandardized Coefficients

Standardized Coefficients

Model
B Std. Error Beta t Sig.
1 (Constant) .320 1.498 214 .831
Attitude 118 053 240 2.226 029
Subjective Norms 177 .069 278 2.585 011
Behavior Control 183 .086 265 2.133 .036

Source: Primer Data (2018)
Ho is rejected and Ha is accepted, considering that it
can be concluded that the subjective norm variables are

partially positive and significant towards the intention of

manager (Y) this contributes positively and significantly to
the intention of managers in hospital. Behaviour control
(X3) The value of t count is 2.133 and is greater than t table
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(2.102) with a significant level of 0.036 (smaller than 0.05).
Ho is rejected and Ha is accepted, considering that it can be
concluded that the behaviour control variables are partially
positive and significant towards the intention of manager
(Y) this contributes positively and significantly to the

intention of managers in hospital.

Discussion

The results of this study indicate that there is a

simultaneous influence between attitude variables,
subjective norms and behavioral controls on the intentions
managers. This is evidenced by the number value Sig.
0,000 in table 2. Individual attitudes, subjective norms and
behavioral controls that appear consistently from managers
are considered as positive predictors for forming intentions
to implement the balanced scorecard. The results of the
forward state that

research put individual attitudes,

subjective norms and behavioral control together explain
the formation of intention by 59% 2.

Manager's intention in implementing the balanced
scorecard is in the high category with a percentage of 50%.
High intentions from managers may be due to the success
of the parts of the board of directors in introducing and
conveying the intent and purpose of the implementation of
this system as a whole. Personality factors and perceptions
that are appropriate for managers can help to form
intentions in implementing the balanced scorecard. The
results of this study reveal that the most respondents are
tenure of more than 10 years. This condition allows
managers to be more focused on results in its work, given
the success of the work is not only determined by the
achievement of tasks that have been given to him but also
to colleagues or employees who are under his leadership.
Characteristics of ideal leaders is someone who can
coordinate and who can be relied upon to work together 2.

The attitudes of individuals in this study are negative
or positive feelings of managers in implementing a
balanced scorecard, where managers learn to like behaviors
that are believed to have highly desirable consequences and
form unfavorable attitudes towards behaviors associated
with mostly unwanted consequences. Attitude towards
behavior is one of the determining variables and can predict
from one's intention 2. Attitudes have a better predictive
ability towards intentions than the other two variables. The
attitude of managers in this study has a positive and
significant influence on intentions in implementing the
balanced scorecard. The results of the same study were also
said that attitude variables had a positive and significant
effect on the Government

intention to implement
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Regulation No. 71 of 2010 . Behavior in the theory of
planned behavior explained that attitudes refer to how
individuals are influenced by learning and experience,
evaluating certain behaviors to be pleasant or unpleasant
and acknowledge and respond to consistently defined
behaviors. Intention that arises in an individual to behave
directly is influenced by values. Some factors that influence
attitudes include past behavior, profit and risk values,
planning, environmental influences. If managers believe
that the behavior of implementing the balanced scorecard
will lead to positive results, they will maintain a good
attitude towards the behavior, but on the contrary if the
manager believes that doing so with negative results will
maintain a bad attitude.

Subjective norms themselves are assumed to be beliefs
of individuals or groups who will approve or disagree with
and the

environment?. The results of similar studies were also

a behavior that is influenced by others
states that there is no significant effect of subjective norm
variables on intention. Thus, the findings of this study are
in accordance with the findings empirical in the previous
chapter which states that if subjective norms are higher,
then will increase the intention of someone to behave
obediently. Previous research has also shown that
subjective norms are the strongest influence on the
formation of the intentions of an individual®.

Support and commitment from leaders play a strong
role in shaping subjective norms and normative beliefs so
that they can be a motivation for the people they lead to act
in accordance with their normative expectations 2. This is
in accordance with what was stated by Ajzen which states
that if an individual believes in what is the norm of the
group, then he will obey and shape behavior according to
his group. In this study, the measurement of subjective
norms is related to interpersonal influences that come from
leaders and coworkers. Wiersman identifies several factors
that motivate managers in western countries to adopt BSC
including®:

1. Obedience to New Forms of Information The level of
openness to new types of information influences
managerial decisions about the use of BSC. Managers
who receive information from sources of new

information systems will most likely use BSC . This is
at least in part based on individual personality traits
such as innovativeness. Managers who are more
innovative and open to new ideas are more likely to
use information from a new Management Information
System (SIM) such as the BSCZ. Organizations with
innovative cultures will quickly adopt new SIMs,
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because at the organizational level, innovative
managers will do so actively promoting the adoption
or modification of existing management control
systems.

2. Control System Management control systems are
defined as a common system in an organization where
managers in  organizations influence  other

organizational members to implement organizational

BSC is a

control tool as

strategies®’.  The well-functioning

management a process control

mechanism and outcome control mechanism?®.
Employees are influenced by organizational controls
and systems which include control of actions as well
as personal or cultural controls. Action control can be
understood as rules and procedures to guide employee
actions. Personal and cultural controls emphasize that
the right people are employed and a good culture can
be accepted in the organization. Organizational control
mechanisms need to be designed to coordinate with
each other in order to function.

3. Evaluation style. The way managers evaluate
subordinates can also be a motivation for them to use
the BSC?2. Research found that the way managers
evaluate subordinates influences the extent to which
they use management control systems. Armesh,
Salarzehi, & Kord show how managers can evaluate
their subordinates by using four evaluative styles,
namely budget constraint (BC), profit conscious (PC),
non-accounting (NA) and budget-profit (BP) that
expected to influence their decisions regarding the
application of the BSC®.

Some social factors that can shape one's normative
beliefs include education, income, environmental care,
experience and knowledge*. The relevant social
environment to be able to carry out the concept of balanced
scorecard may be because the social environment is fully
aware of the perceived benefits of implementing the
concept.

Perceptions of behavioral control as functions based
on beliefs are called control beliefs, namely individual
beliefs about the presence or absence of factors that support
or hinder an individual to perform a behavior. This belief is
based on past experience and information from other
people's experiences. Ajzen explains that the more
individuals perceive many supporting factors and the fewer
inhibiting factors to conduct a behavior, the more control
they feel over the behavior and vice versa, if fewer

individuals feel the supporting factors and many inhibiting
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factors to do behavior, then individuals tend to perceive
themselves difficult to carry out these behaviors.

The results of Arismunandar's research shows that the
decreasing perceived behavioral control is decreasing
someone, then the person's intention to behave increases®.
Andreanto state that behavioral
Control)  has
implications on intention. Individual who believes that he

control is perceived

(Perceived  Behavioral motivational
does not have the resources to carry out certain behaviors,
tend not to form strong intentions to carry it out, even

though the individual has an attitude nice to the behavior.

CONCLUSION

Based on research and discussion conclusions can be
drawn as follows: The intention of hospital managers in
implementing the Balanced Scorecard was influenced by
attitudes toward behavior. The intention of the hospital
managers in implementing the Balanced Scorecard is
influenced by subjective norms. The intention of the
hospital managers in implementing the Balanced Scorecard
is influenced by behavioral control. The intention of
hospital managers in implementing the Balanced Scorecard
was influenced by attitudes toward behavior, subjective
norms, and behavioral control.

Suggestion, based on the research the intentions
manager influenced by attitude, subjective norm and
behaviour control. The researcher recommends creating an
environment based on trust and the spirit of cooperation
between directors, managers, and staff and employees to
instill the intention and motivation to implement the
balanced scorecard. One of the steps that can be taken to
build control trust from subordinates or staff is by
conducting training and socialization in stages and
continuously which is expected to increase a more
comprehensive understanding of the concept of balanced
scorecard.
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