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Abstract

The balanced scorecard is a management tool that provides stakeholders with a comprehensive measure of how the organization
is progressing towards the achievement of its strategic goals. The BSC is a “Living Document” that requires regular revision of objec-

tives, measures and initiatives.

Balanced scorecard is a simple and easy to use and understand, based on vision and strategy, it depends on quantitative and quali-

tative measures, ties QI initiatives together and serves as a communication tool.
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Introduction

The concept of balanced scorecard - BSCs was first introduced in 1992 by David Norton and Robert Kaplan, who took previous metric

performance measures and adapted them to include nonfinancial information.

The found after several meetings with different departments/sector within the organization that every department/sector is look-
ing to the success of the organization from his own prospective which is totally different in the other department/sector. And there’s no

integration between these departments/sectors in a common goals or objective to achieve the overall organization objectives/strategy.

Financial, internal process, customer and learning and development are the four prospective should any strategy depends on to achieve
the overall organization objectives/strategy.

The key success of the balanced scorecard is for each prospective is for each organization or department, strategic map framework

should be designed containing all the balanced scorecard prospective and should be all tailored to achieve the organization objectives.

For each of these prospective, each department will create its own objectives which is aligned with the organization objectives. And
for each objective the department will create the suitable action plan to achieve his target or objective with assigned responsibilities con-

trolled by time frame to complete this action plan.

To ensure that action plan is done as the designed target, continues monitoring is essential to observe the performance and the com-

pletion of all targeted tasks as per action plan, which will be through designing key performance indicators KPIs of each objective.
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Since its introduction two distinct applications have emerged:
e  Strategic balanced scorecards:
e  Focus on what the organization is trying to achieve
e  Work out what needs to happen to achieve it
e  Monitor whether it is achieved.
e  Operational scorecards:
e  Identify the most important processes to be monitored
e  Define which aspects of the process to monitor
e  Agree on what is considered best practice.

Balanced scorecard as one of the modern quality tools is recently becomes widely used in healthcare sector. Its application creates the
balance between the four perspectives: finance, internal process, customer satisfaction and learning and development of the organization.
Creating common objectives will melt the boundaries between these four perspectives and will help in achieve the organization strategic
objectives. The use of the key performance indicators KPIs will be a great tool to monitor the implementation of balanced scorecard to
achieve its targets. The key point in the success of balanced scorecard is defining the responsibility for each task to achieve the common

goals and defining the time frame to complete this task to ensure the accountability.
The scorecard can help in:

e  Measure performance against goals

e  Determine if the goals are appropriate

e  Determine if the strategy or measures need to be changed

e Provide direct measurable outcomes traceable to the actions of individuals and teams.
Discussion

Application of balanced scorecard in healthcare form a breakthrough in the healthcare services. As it improves the organization per-
formance the four perspectives; in the financial perspective, it allows proper management of the resources which will reflect on the return

on investment ROI and increase the profitability.
Possible performance measures:
e  Cost/unit

e Unfunded requirements or projects
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e Costofservice
e  Budget projections and targets.

Focusing on internal process, will give the opportunity to study the current process and study the areas for improvement which will

reflect on the service provided to our patient.
Possible performance measures:

e  (Cycle time

e  Completion rate

e  Workload and employee utilization

e Transactions per employee

L4 Errors or rework.

Figure 1

The main goal for any healthcare organization is to achieve customer satisfaction, so by implementing customer satisfaction perspec-
tive of the balanced scorecard, we can monitor how we are improving our services to match our patients and family’s needs which will

increase our customer satisfaction.
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Possible performance measures:
e  Customer satisfaction (Average)
e  Satisfaction gap analysis (Satisfaction vs. level of importance)
e  Satisfaction distribution (% of each area scored).

One of the great advantages of applying balanced scorecard is it will provide the opportunity for learning and development. Learning
from mistakes and correct and improve the poor areas is the target of the 4™ perspective of the balanced scorecard which surly, will reflect

positively in the healthcare services provided.
Possible performance measures:

e  Employee satisfaction

e  Retention and turnover

e  Training hours and resources

e  Technology investment.
Conclusion

Scorecards provide a high-level, one-page overview of a health system’s long-term, strategic outcomes improvement goals (e.g. reduce

readmissions, increase average patient satisfaction and reduce average OR turnaround times).

Figure 2
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Scorecards are long-term-ready to change as goals change over time (weeks, months, or years). The data latency caused by daily or
weekly goals is perfectly fine for the long-term strategic goals captured in a scorecard.

Scorecards are typically organized by clinical program or specialty and measure performance against these goals (e.g. on target, at risk,

off target) using simple visualizations (e.g. raw numbers, arrows and stoplights) [1-3].
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