
 
 

v 

Table Of Contents 

 

SURAT KETERANGAN PENGGANTI LEMBAR PENGESAHAN ................. i 

PERNYATAAN BEBAS PLAGIASI ........................................................................ ii 

Preface ........................................................................................................... iii 

Acknowledgements ......................................................................................... iv 

Table Of Contents ............................................................................................v 

ABSTRAK ..................................................................................................... vii 

ABSTRACT .................................................................................................. viii 

CHAPTER I ................................................................................................... 1 

INTRODUCTION .......................................................................................... 1 

1.1 Background .....................................................................................................1 

1.2 Research Question ...........................................................................................4 

1.3 Research Objective ..........................................................................................4 

1.4 Research Methodology ....................................................................................5 

1.5 Research Contribution ....................................................................................5 

1.6 Scope of study ..................................................................................................6 

1.7 Writing Structure ............................................................................................6 

CHAPTER II .................................................................................................. 8 

THEORETICAL FRAMEWORK .................................................................... 8 

2.1 Legitimacy Theory ..........................................................................................8 

2.2 Balanced Scorecard (BSC) ..............................................................................9 
2.2.1 Definition of Balanced Scorecard (BSC) .......................................................................... 9 
2.2.2 Perspective Of Balanced Scorecard (BSC) ..................................................................... 10 

2.3 Sustainability Balanced Scorecard (SBSC) .................................................... 15 
2.3.1 Definition of Sustainability Balanced Scorecard (SBSC)................................................ 15 
2.3.2 Perspective Sustainability Balanced Scorecard (SBSC) ................................................. 17 

2.4 Framework Of Thinking ............................................................................... 23 

CHAPTER III ...............................................................................................25 

RESEARCH METHOD .................................................................................25 

3.1 Research Time and Place ............................................................................... 25 

3.2 Types of Research ......................................................................................... 25 

The Evaluation Of PDAM Tirta Magelang Performance Using Sustainability Balanced Scorecard
Method
FAIZ RAFI PRIMANDARU, 1.	Syaiful Ali, MIS., Ph.D., Ak., CA.
Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/



 
 

vi 

3.3 Research Sample ........................................................................................... 25 

3.4 Data and Data Sources .................................................................................. 26 

3.6 Data Analysis Techniques .............................................................................. 27 

3.7 Data Reliability and Validity ......................................................................... 29 

CHAPTER IV................................................................................................31 

4.1 Company Profile ......................................................................................31 
4.1.1 Brief History Of PDAM Tirta Magelang ......................................................................... 31 
4.1.2 Vision And Mission of PDAM Tirta Magelang ............................................................... 32 
4.1.3 Organization Structure Of PDAM Tirta Magelang ........................................................ 32 

4.2 Sustainability Balanced Scorecard (SBSC) ...............................................32 
4.2.1 Data Analysis ................................................................................................................. 32 
4.2.2 Financial Perspective .................................................................................................... 33 
4.2.3 Customer Perspective ................................................................................................... 36 
4.2.4 Internal Business Perspective ....................................................................................... 38 
4.2.5 Learning and Growth Perspective................................................................................. 39 
4.2.6 Social and Environmental Perspective .......................................................................... 41 

CHAPTER V CONCLUSION ........................................................................43 

5.1 Conclusion ..................................................................................................... 43 
5.1.1 Financial Perspective .................................................................................................... 43 
5.1.2 Customer Perspective ................................................................................................... 43 
5.1.3 Internal Business Process Perspective .......................................................................... 44 
5.1.4 Learn and Growth Perspective ..................................................................................... 44 
5.1.5 Social and Environmental Perspective .......................................................................... 44 

BIBLIOGRAPHY ..........................................................................................46 

APPENDIX ...................................................................................................49 

Appendix 1 .......................................................................................................... 50 

Appendix 2 .......................................................................................................... 53 

Appendix 3 .......................................................................................................... 92 
 
 

The Evaluation Of PDAM Tirta Magelang Performance Using Sustainability Balanced Scorecard
Method
FAIZ RAFI PRIMANDARU, 1.	Syaiful Ali, MIS., Ph.D., Ak., CA.
Universitas Gadjah Mada, 2021 | Diunduh dari http://etd.repository.ugm.ac.id/


	Table Of Contents

