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 BSTITACT

D Ll.Lam Ju.i. rsalri id! is(ihh yang

discbr( dcn-!.1 6.,rr,u /tr,.q (nrrok dngr)

i\t,liir.h!n 1990 m isilah 1e6cbtrr scoLxh{hh

'rcJri.di 
bali.d rcrtrtrliu br! Frusxhr lrng

d!ii najr d.tr bcrd.J_. si tr3 ri',gS S.rirp

kall ftla rcntrnr brr'. scl.LL' ad. lnr a!a'
rnslaLukan r.n.r,Lrt,,s Lcp.nr.hxrd l.if
rrng sudrh berpcr-lrlxnrn 

'ncigc 
ai M t rr

snu Btgi(u ptria scrirp krlL .d. psusrhii,l

lrnglc'bukri suLs!'ncnjrlrnkm *brih liisi!!il
drn 

'neL 
rctr.kan n'rt, prodtrk. p.nMlri.r

l]erehraf Lrin b.nmai nmai Ln-lin ncl.kukai
,.,!rd,*trg kesrm Yrng orcnlMi pcn.nr-mf.

rta rrng nrenlt b?blan ,?,.tld,*t .!' h Li!g. sMr

lniletxpme'irdl rmnroeLl brgikcbdyrk,n

DxhDr cra bistr s globiL. ser p D.hkL
hisi sh. sm.npu ncnciulrid.f Dr.iatr$af
niu.ip,,higgrnt.ng(c 6ncncruslicn,6rl,

i.ni r.ltiligu. d.tr mrngLdggulipcsr i!
yrlg bhrik )r rDgsr rrng rnrxltin pi'lr.
b$isanrd0trli',$lnxiLl k.pLNm\rNrojrd,
ldkd!rd bx!i sc!.p p.'usaIi!tr Ad]r]r
pcmrsok-p.mr\oL ]rr-! 5.mxIrtr [o rp!1ril'
Lelrh r.cnburt nrlrfqsxo ncr!r(rhui J.

nlcminh nr.dr ptuJuk drn pchyxnrn rxng
bc$cdr dan lcbih brik. KcpLr\an pcLangsro

pLn scnulif lamr scmkin sLlil diponuhiol!h

xdrn!r kcirui,rsn dtrn kcbLruhrn yan-! $.r
rrhriah seDuIir Drerirgkxr sehi']gga up.]l
nemlrskrr 0clxf3grl ptrn btrk3n sekrdar

frDn'askan. rctlp rebh 
'nc'ilrdi 

surtrL trpayl

Lri( k drpar neLr(r krtr pci.r.s ke

Irsir !l(rlJal. keh!iLlo.tr perusalra!n diLan
nrfrD$api kcll3iial pr aDggan ctup3kai

sebu.h rafr.f gar rcs..dirl. lls.hi'usaIa
pc b.ik.nd.l..r rncdtraskanpcLa ss.d lid.kl.h
hdnlx dlpxr diLrkukrn dcngxn pcibrLk.n
rnclaluL rulisis inrc.naL. yrilu hxn}r mchhrr

kcmrmpurn Linc.ia \cnd ri. lctapi hrtr's.iuea.ie!i

mrLihat Ot ung perhrl[an me alu]o,rng LriI

Sr\rignl3 d lrdotre\ia. iklu trdrnr pldx

tr'nufnr-a fnsih b.hnn sctcrbuk. dincgxn-
tre3xri Nru. Nlrngknij!9. budlln rDr,,r/.
i[s h s.trldn]clclard bcixLtx n-lusxhr

htroncs r. !.b n!!r rd. [c..iLLc.un-!r untik
riJak n3orhtr[adnihrqio'rn! l] n selrinilu.

f.rr D!!, b n, s,nufgkin Dislh diatr!3ap

!.hr!ii pcnn!s,hri. schii!!r rsalr. u uk

mrjrL bc.sxdix b.htrr lceL[n[. .



,\dx br Ltrrr i.btrrI p.n]\xI f !xng
r.r li dibiJ.f! !nh. ri. usr nrengrn[ri
pr urxhr3l reihr I di iidLnri llino]r afar
1:rrt n.1r.ili\xr! Le.bxik dr rn fictr,b.ilii
n iLk !1., rrxrrf [cfxdx lgrinnr)x.
Dcn-sxf nel ur[erdx.Dr.,rcb . nrmrctr pr.r
!ls.kL hl trntrk s. n r!x brllkn krcrlil LLu

io\xf lrcr b ni s nfl ckr {hpn rcn.iprxhtr
5! drri nasr deIannra Nrmr rcflr]rra
mcrckr orerenui h3Dy.k rxdhnsrn. kr.oox
pnrni d ieknik nrr.jrnc r.ns dikdrhui
d Jikesai perh d l.n8kapi dcisrn p;rnli
d!d rcknik lainn]3. rorclckrivnas Jtr.isdirp
L!p!r srn bisn s drp diringk.rtirn !ccara

Orl.n kairan ntr. makr
rihbolLrh { atl p nf ri Dmiujcilcn konl.nrporr
\tri! brnrr[ .lite'rfk3tr d.l. n dtrnia bisni\
\3liL rr,. rrk,.l,)g (DaFk dug.)

,!,, r,L,.lDrg nieruprk p(x.s br rixl
\i,rs bc. rng{ug !e.rm s lchdik dxn Grus

D.nc.us. dinxI diL)3fdii]Lrkrd scriap brqirr
rlar nrru nerusrhi!tr dc !rn pcrusa[]xn

)an! rcrba I arru s!iiB i !ro!pating ugetrt
t.,.n,Lr lt,g liukatr hanfx mrmpelalrri
rirur un\ur pe'saing.i yrng . iru. tetrpi
pmltrik ioi 

'nembuar 
sDbrxh perusahmD dsD!.

m.mloktrskrn pad. kcpcnlin!aD p2sar d!n
p.Aringaf lr.n3!f bcictrnrxrling peru$hs]i
,ltrp! mcrgideitilikrsi k0ici ktrnc sukses

udr'k rirp hidrr! \a g d rclni. nrnhe.ikrr
Ln!.r liuarlihr lu uh *sl.u drl nrnrba ru
pd.trsrIaxn m.mh]nrLf bu da),a !rng
nl.mur3hinkri t.rixdinyr p.rubih.i,.d.pl'si
Jrn p.D!.dptrrnrxD r..rrx rctu !ncocns
\:lx nL ptn'rh:ard!p rnii$nrlipcsling
F!iring ]rn-q !kxtr rnrrctrl drn rifdr[rD rD]

rroq dilr..luktrtr !ohrk nrcngaf lisipesiry!
sLrrtr prD!rlahurn ) 3tr! .er nrr

r.orrrs /,.[/,,.,[,]:j dxtrr'nenb m pxrr

c[{krlil trnLk ir.tr3urbilkcpu(:rD dr in
mtr-rki prniir{kxrrf [e! g!ulxn dxrx \] D-q

l. Pctre$rirnh.".h,.,*,(
Aerhedi !i.o!rn nebdc 0.'h3,ditrgrn

(r,,r/,1!,,). 6.4./,,L,*,n! r d3k hiilr
nrcnhxnditrrlnn hnsi rkhir. iel!pi l!bLh
nreigsfalis. rpr[rh !rDg Iira ]xkuk.d nurgxn
al[)ri3or.ng nin lakukrn ieblhb.ikdr.ikih

Sccea ha.ti.h 6.,.rndlt { b.nniludrr
yrngdrp.((ipe.gun scbae.Ltrktr.xnLmrk

U (cgidrr datr iiodrk Lr trk mco.rpri
n3 rr).n!rcrbaili.mskesriIg.iI,rngtr!resil
dilir*[!ngan h]sn s pe'.ayr. b.hsr ssrirn
6rg 3i drri pcrtLsrhJr h4trs .njrdi yus
tc hxik d.hm lxlrsorin!r

\lsnnrYlD r(200:t )t)lld htt *i1t
rdrhr nL{u ptuses hel3]lr r-.ris bcnxngsurg

sec . sincn[ir Jrn ber]xiBnng sr.xm kiu
n.ncnrdcnsrnN akuk k.gidxnorsngukur

da, m.mbrndifgkor s(i.p basirn yaDs

.liiiyrhkan pdni',g oleI p!nLrh n dene]D

p.i usahan hin )-af 3 re,baik.ratr pcsaioe yrnS

dl.4sdp prling Lr33ul dibiJinsnya.

Dri de6nisi ru drJardipcmleh betrenpa

kcsimpL Lrn. pedam! .s.s ,)1,.h,'dr,tn'!
ne rp.krn k ar ufruk hcngerr ri ienrarg
b.!innrnr drf Dreigxpx surru per^ah.ai
rbrsri peni np tr dllln ruarl idulri drprl
mclaksrr.k.,r t'grr {ugrsnri s!.. lcbih baik

d b diiskrn d.ngM Ffs ! rtr.
K.dr..lolitr\drr k.eii0 r.,.},zrrt,(

di3'r r[rtr prdap.][tk rc,baiI dxn pcrusrhrn
laitri!r ,\drpu Iuitr! Lnr!kupn! nr3kif
( iFc.lLtuyrknidrrl produk.rnser_ is Denji a.
k!arrl 0,oscs. kitr..jr o.grrlsari. o! n k.
pcmrsral d.tr ldn-[ifn_rr /J4.r,,ar*,,g



b.^\ LijLd Flrirndif.cxn rrtr! ronlirr\L jxr3kx

Plrirf S Ji,, lk!L dri pi'uil[i] Jxf ! r.rhrik
J mir ptro prNrl,! i irr btrrdr

K.Liqr f rheIb.,.lrLrl,r][ti'!i nr
!r!r ) inrn! [ JNn kil]rttr d.i!i r p trr[
r1nxj.,n!i L.rirnF. iri$tr)i l!0 (lLx iL,

Nlxnri!r.r (TQi!l). rtrrl ! i srirgrl dri

Kcenprr. kegi ..6! th trt*t rt
pe.lu ket.rlLbrrar dor scfta pihrl yaDg

hcrkepc.ti',sro. pernilllr }ar-! lrpj rf[trg
rpr ]ai3 ik.n dibef dDft kinslar. pcm?hrn$
dariolla srs ilu rrd ri.prmilihrnirirrn$n!
.ocok. dan lcDu nirtr !rluk iorplcnrctr!asi

tDtsD!.pr J-rngd I.'nukrn Jrlan pnkrk b iiis
lr.nean cmiklxnm!mj.nrcnsuarupd0$htun
..r'p.rol.hrlxi]).n[a r] Jrn!hrnJrtdrl n

rcndrmd s.sxtuD d pc lcmbrfgxnnorcli

n1r,rr,[;n!pada(xsrrn]rd )$itiolch
tchurLLhrd rkan inlnnf.ridln ltei'S tr!d udrk
menuh.,ni d.ngxD .ep ilcnsenx bosa J.ir
crr3tr).. mcm0d$iki problsm histrn Drirm
hal iJ!. onng be(an)i kcprda Der'sxh:rD
perus.haan r3ng s'ls.s kntxDe brgrimrnr
n...h dxpl berh.siL, hLu \ed.pd mLng[ii]
incDcobx meDcoftohnyr r\jetrun| Bcn.elL.
IlouhcrdrD Kell)'(200t :21 )trf ruknrmft'skrD
s!pa I-xng rlrtr dilldik ncnb.ridrng drtrN
,(,.r,x,.1r,! rcrlrntrnS pidx lrblck yrf!
dipilih rnruk ncla[trk.r bcrcLrD]rrkifg.
Jtrrnbe, davi rxfg nui![in rcr\edir dr I
trnrDer i !'gr1 siri \rng kLah shp !DrL I
diI rp. . Se.rm 0hunr r.d3Dar dil]rL.eris

r ,r.r&/l.ft /r-,rlt ltdiDrhndrband r.[.rj
opc'.siirtr penrihx.u densrf str.rtr

bagiao nrrrnrl. lciis bcfch.arIi'i! ini

n.ruprkrr heortrt ytr g prt n3 5.dc.trlnr
J]n\r rsd br ng[.r !]pdb. ![ [inrrr
idrrp LLrtjrcn,cf. (i\i\ xrru !ibrng Ji
p. u!rurtr y.irgsrolr!rDe rerbc\r \ccr'tr

-jcoe,rlr. Li\rn Jrri b!icrn rksr f3
i erur i. itr bcnchnra Iii!ctienut)e]3
Lcrgxnn'i! prdr fur Descnx _rrktr &r
FRsrl,!iri scndnidru di.r tuxL

h t rqt)t\itot h!".hturkih! \trknl dndnka
pe'barlingan deneai bcrbrgBi sajngad.
\1 sa ryxperbardin!.nkr.rlr.risrikp.!Jtrt.
kiftax. drn lutresidai prodlk yadg \amr
yatrg dihr\ lkoD eingan drlam pffa. Fn!

L t ttnrh.nol h.r.hrwkrt! ylkni aiulxkan

NrbrndiDg!D Inngsi dl pcn'9raatr-
p.n,saharD j-.ns berrd3 di pcrbrgai

, r,r,.r/.nr,.rdri,g j-3kr prrbrndiread

Dxdr p'oscs biyri: ltrndrr.cnra ta s
rcndorui! srmr diset ap indLnri K.rcDr
pr!scs irr rxmr di ser.p perus!hiao.
nr isrlr! i meneri'nr pcsanar. scrvis
pclareSrn. drn petrB.mbanSan nmlcsi.
dap4 di.drkao hetrclrhrrki'r3 ircskiptrn
perusah.rn irL berad. dibidatre indtri.i

K.qnprr.ie n G 

^.r.r,zr*rra 
ni d ibcda []n

bcrdo:i'lrn runber d a daD r pc kcDriraan
Sludi'rud bei!hmrrkif! daprr be6itar
itr(c,nr narpun ck$cnr. rc13atrnrng padr
rprkrh pr'r prdis prtr bc.aJnld:.ipc snhran

s.ndi,iI.0 rrri pc.utatho trirr Akin srng2r

noleurnnllilo b lo l[irlm&l iS dilxtukr]
drtrlr i ilnmlrDgralrtrbdrtrl nrkndd rtrjuitr

scd. ptu,\cs b.dchora.kitr! Mrntuar yid!
diLl.pr(. ch n h r.,.trDar[,rA !ehcD.]ij_rl
bmr $til.dixnrrmn)rm trbencu.r[i,rq



J3Fr 6c'kcN)atre sccrn [otcsi.]rl dctrgrl

rdar)x r.litr! ruka! nl.rn,asl lirxfi b a

nir. bcnchmxrkin-! rnLak khu x(L brlr l
m.nscrxhtri trlftn.r, FL!\ci!r.nrLr pc.lL

nl.rxniLJ dtrltr hrhNr . !a bcrcrmrrLifg
ini diberi Dsrg.r!hun yrng.u[lt nrergcnri

beDchoaIing-seh rggairmengebhuin[nftd

ratrgliis!d dop!!dai [eg ]1 be'lIsiinlonnr\i

!l.trg.inbi )!li r Jtr ncn-jrdrprr\itxn
axLr'.rirkb pc rcrr, prus.s

In)d.t P(Ns 4.,!r,,,/trr!

l'ntk'nenrasi rerbriI d]ri bench narking

di surtu perusahaan yakni niemaDdrngopemsi

bi i perus r3n sebagai susrtr Croscs lni

hcra(i bah*a oDerasl perusah!!r s.b!Bl
legiai!n keBialatr )'ang sililg lerLail yrrg
m.nhrh 

'nN'krn 
rnenjadi keluxmn P.oscs

JcnikirD n,cnrbtrrLhkan $r'nbc. dryr dan

dror scna iaodard agxr kiftfa dapar dirlang.

JLga d hLruhk3n sisrcn, Dcfg.trdrlisn yrng

men-qa.ahkrD kurl rrs, Drodukr vitar drn

Ieoumpuai berlaba rermislk kimla biaya.

Perus![r!n yatre b.ru muLri
menge'nbangk!n prograrn r.,cr,.r,ir,3
umu'nnya ingir inenciptlkan suaiu model

proscs bcncImeikitre ],ane banr. d lenek!pi
dfligai sebuah proses unluk 

'ncnegambarkatr
bagr niano cara yang mereka nn.atr3 unruk

nrhks3nrkrD bef chi,orkitre. Naniuf prdr
hakekrrtr)! berbieai modc dar proses

b.rchnr{iig h!miliki unnr rdg ed. sc.n.a

.elaril: dim.ni mddcl rcft!bur m.nghrsilkrn

.Dpd ho!k$ drsrl Mcntrn( $!ton1 1999,69)

rskrh hogkrh dari proscs ,.,.,,r,k,,!

r Mqenclnlk!tr pro) e k d,.rra,*r,f
b. Njengunpulk.n ddr y.ng dipcrlukai

. McnE.n.lisis dar. rcit.ng k.scnjang.n

kin6jx scr.ta iikroFiikror pensnru

Sumbc: Vdson (1999:69)

Mco!ingd modd p.oses lr3ndnnr&ing dl
pctusxhxar padr drsarnyr rneneik( lansk.h,

kf-lkxh lcrscbur naka scbaiknF pqls3lrar
ridak tu.mbuang wrkil nntuk Drerci rk2f
dod.Llang brfr yang tei?cnring lahh bah*a
pxrr pclrk5rnr rz,.r,,?rtr,a secaro kcsr
mclaksanakrn C'oses varg diseleksi ag.r
rerpxdu sisremri [. sc& disar p.ng0k!ran

].ng koo\isren Sdirp rahap it! rncnuDgkirkai
dixdrkrn analhs kesctrjirlrtr /sqr .,/Air,
]rDg diSur!kan unruk n.nsi.dikrsikin
ti',gL?t p.rbc a.n Lidrrjr xnora l]cnarharn
)xfe b{posjn mcnimpin dan pertrsaluif

)-i0g scJrrg meLrtuli?n benchnu*i.9. Prda

omdhyxxulllis tun,enu', trk[ peibedrlf
kinci xrn{n'aterehrnk$riIJ perusrhain

]rog meh[tr[rtr r!rurr,r.lJ4]
lros.s ,.r.lrd lrrg txdi d.sarny.

dlrrahkatr p.di dL N limcisi Dimeisi
p.,ran. m.ftrrekul kid-ir intEn rxkni



i,.i!n.lxf trnc!.pcfI! jx 1g xrr I d r!t.i r

i!f-itrktr. I rrfr. Llxr pmr.\ ]r Dintn\i
l.dLr r.,\dr!1,u1 kir.'ii ctr.nrxt rbur
rxL,nr \.ri:rt.LRrrtur.r 1,t,rLrxf idtrt J \
hr rjrrlrriDr.,rlr r. r-!trktr i[i'rr]rc i
n. fp.fol.h 0d,3.1rh!rn rcrrrn{ k.m nNi,r
l,r.\.!i\r KeLlur d tr)fri r' ndntrr!k.rrf
di.dxkrn rl is I rctrkf! re\eojrrg kiNir
d .rnr.rdurdau b.bc.aF perrrhir)

PcbL\rf trr.".r,L,*,t ).itra tirtr*x
m.fijrm.n p.,usihun hrrtrr Drcdrptr rri
rck.d rntrLk De r!.(rkn lre'ubahitr. Untr [
iru dibLluhkrtr |c.sirrxD yxn{ NctrLtrsar drtr
kodprcr.n\ I Llr.i orgrtrisr. pc'rsrhmf
rdr! borDgkrhr f$hprn !i rcolaogttrr
rcnlrng kurliras. komtrDikrs dxd (.r!rLrrsi

)itr! tlcllil: nero t r.core.rhtir rsrhh
drtr p.ogmhi i kcpurtr . rmlir ! idn{it
u rtrk rlrliris {ldr. xor si! tntrcs biniir.
din \dou!tr). Scrirt |..scs brn(h'nart og

bcrlMsn rS rcRrs nrcfer! rh !!rm. 1[]tr
lyxktu !rnbcr (xrr daD dara. t)trh krRu irtr

pcnrdi0eharikrl Ldnru bcs.r\arrgriisr\i.
btrdgct Jatrs rlAcJ r. sunb.r Lrrr funrs.
!aogsd! utrt'l,p oleI nL. dr x[hm]rbud!)r
pe'ulah i ]xfg besrtrlkulin S L hr ri
]rnS iu!r pcnu nretrd!p{ lrcihrr r I r.riL s

drlarn Dc ginrpLe netrhlkii br,.r,tr,t,i.(

,r,( r,r,1r,! nrcomi! trrra di.trltr|i
!lcn qrn lesiitrf ifrrnir prr\xrrir
\'ldreDrL kmr\nr[]risiLrnL L bdrdnik Jr
l]r'tr$h.xn rrn: rl.tr dijnJikri lrDrb. if!
flrmlrh .trkuf lru rnx\ilr hrntr Ltbx.rDSi
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r,crnhi.r'r1. 6.,.r,r,.1/,!ora[ase].) nyr
Li{. meDrh* kxo prnrIinrn prd3 d.r.brsc
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lidak.dr !rrtr pun Dcnsrhartr y.ng Jengrf
suko rdx memb(a tuha\ia renhng inlnmasi
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