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Abstract

Since National Health Insurance was instituted in Taiwan in 1995, people were
entitled to have safe and convenient medical services. This measure is highly approved
among nations. The finance of Health Insurance has been long-term unbalanced as a
result of aging population, advances in technology, and increasing health needs of the
public. In order to reduce the medical budget for Health Insurance, NHI established
Global Budget Payment System since 2002, after that, hospitals had more and more
difficulties in running business and medical centers faced the same problem as well.
The hospital made was trying to improve operations and promoted Balance Scorecard
System in 2004 but only reflected a little unobvious effect then. In 2008, the business
supervisors still believed that Balance Scorecard can indeed help the hospital to
construct strategic organization. Furthermore, it will lead a revolution in
transformation and growth of the organization. The truth is it is absolutely exists in the
competitive medical market. Therefore restart this management appliance.

The design of this study is case study. The researcher occupies a project director
for the topic of “Management Achievement optimization”, whose duty is fully
participating in Balance Scorecard implement and promotion, data collection of
documents, records and observation.

One of the discoveries of this study: The first failure is the balanced scorecard
system setting of KPIs (key performance indicators) and no causal relationship with
the relevant links to the hospital strategic goals. Substantial amendments and
adjustments to the implementation of the method steps, such as to promote the level,

scope, expert guidance, the mode of operation, information systems, and clear and



specific steps (planning and preparation, the formation of a consensus, strategy defined,
executive control) To get the remarkable effectiveness of the implementation. The case
hospital to promote the balanced scorecard from failure, correction, improvement to
the success of the unique experience of deep other hospitals in the reference value for
the introduction and implementation of the Balanced Scorecard.

The second discovery of this study: the differences in applying range and in
executing method in the second promotion. The essential successful factors, such as
entirely participation, the support of chiefs, the guidance of consultant group, feedback
scheme, throughout the operating process. Especially during the period of arrangement,
the hospital developed and built up a learning atmosphere in advance, inspired staffs a
strong will to spontaneously reform, strengthened an aspiration for the common
prospect. It consolidated the introduction of Balance Scorecard System and gave fresh
impetus to success.

The third discovery: the hospital revised the construction of Balance Scorecard. In
the first promotion, financial aspect was in the highest layer but moved to the lowest in
the second promotion. In addition, the customer aspect was moved to the highest layer
which manifested that the hospital management took patient-centered for primary and
doctor-patient relationship guarantee. Also, it showed the feature of non-profit
institution.

The fourth discovery: the process of implementing Balance Scorecard drove other
management activities of the organization as well. For example, the construction and
promotion of Activity-Based Costing, the form of management dashboard, the
modification of medical service flow path, and the spread of Lean. Many management
activities are under Balance Scorecard System, and gradually pieced up a hospital

integrated performance management platform.



The fifth discovery: the second of the case hospital to promote the balanced
scorecard is a strategic themes as the spindle, so not only can the limited resources the
most effective investment, more policy focus; specific implementation strategy, the
hospital-level key performance indicators to all levels of units, starting from the six
strategic themes for the hospital-level KPI set to undertake sector, must undertake the
department of the strategy map, key performance indicators and program of action
with linking the Hospital vision and strategic objectives. Relevant departments in
addition to a strategy map and program of action necessary to undertake hospital-level
policy goals, and can develop their own key performance indicators in accordance
with the Department of feature when it’s not against the direction of the hospital
overall operating strategy. Those departments and the hospital overall strategic goal is
not only more in consistent, but also in accordance with the Branch development
characteristics of elastic operation with forward toward the hospital vision.

The case hospitals to promote the balanced scorecard from the assessment of
management tools, budget, financing, promotion and operation of the system,
accounting personnel actively play a chief of staff role. Researchers thought that the
organization is to promote change or import new management tools, support and
participation of the accounting department is extremely important, especially
accounting managers should serve as a model, leading the team actively involved in it.
Researchers as the Hospital Accounting Officer, occupies a project director for the
topic of “Management Achievement optimization”, in the balanced scorecard work
activities and participation in the operation of the decision-making level Strategy
Committee. Will put forward specific recommendations are to obtain a high degree of
recognition and adoption of the leadership, such as motor joining or withdrawing from

stabilization program, the establishment of the strategic budget system, the ABC



activity-based cost management system to promote. In recent years, view of the
excellent operating performance of the case hospital, the Balanced Scorecard has
indeed played an intended function. Hospitals in the implementation of the Balanced
Scorecard process, the accounting department has indeed played an active and
important role. Made a specific contribution to the promotion of the overall system,
but also enhance the function and value of the accounting department in the

organization.

Keyword : Hospital Management; Performance Management; Balanced Scorecard;

Medical Industry; Activity-Based Costing; Lean Management
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