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Abstract

The implementation of National Health Insurance (NHI) increased the
competition of hospitals and pushed the hospitals to enhance their operation
performance, especially for the public hospitals. At the end of 2001, Taiwan had 94
public hospitals, which accounted for 26% of total outpatient services and had 35%
of total hospital beds. It significantly reflects the important roles of public hospitals
in Taiwan health delivery system. However, the public hospitals’ operation
performance has been criticized for a long time. It is imperative to improve public
hospitals’ operation performance when the health care market is becoming highly
competitive. Thus, in order to assess the public hospitals’ performance, at first, we
need to establish the indicators of performance for the public hospitals. Public
hospitals have the responsibility to provide the health care services meeting the
patients’ needs, but they also need to assume government’s special missions and
responsibilities for the society, which should be taken into account for the indicators

of operation performance.

This study applied the balanced scorecard theory to create the performance
indicators, which consists of financial, customer, internal business processes, and
learning & growth aspects. In order to reflect the public-ownership characteristics,
we added “social responsibilities and organization’s missions” to be the fifth aspect
1in the performance indicators. The study included several steps to establish the
performance indicators. Firstly, we reviewed the related papers and considered the
characteristics of public hospitals to construct the draft of performance indicators.
Secondly, we held several expert panel meetings to discuss the suitability of
performance indicators, and adjusted the indicators. The third stage, according to the
results of expert panel meeting, we mailed the questionnaire to survey the public
hospitals for the suitability, importance, and difficulty of performance indicators.
Finally, we held the expert panel meeting to assess the weight of importance for the
indicators. Then, we used analytic hierarchy process (AHP) method to analyze the

relative weight of importance for the indicators.

This study separated the public hospitals into two groups for the performance
indicators. One group is the “upper-region-level hospitals™ including medical-center

hospitals and region-level hospitals, and another group is the “lower-region-level
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hospitals™ including local-level hospitals and other small-scale hospitals. For the
upper-region-level hospitals, totally there are 53 performance indicators. The
“learning and growth” aspect consists of 10 indicators; “internal business processes”
aspect consists of 13 indicators; “customer” aspect consists of 10 indicators;
“financial” aspect consists of 13 indicators; “social responsibilities and
organization’s missions” aspect consists of 7 indicators. The weight of importance
for the aspect of “learning & growth” indicators is 0.174, for “internal business
processes” indicators is for 0.191, for “customer” indicators is 0.211, for “financial”
indicators is 0.203, and for “social responsibilities and organizational missions”

indicators 1s 0.222.

For the lower-region-level hospitals, totally there are 46 performance indicators.
The “learning and growth” aspect comprises 9 indicators; “internal business
processes” aspect comprises 11 indicators; “customer” aspect comprises 6 indicators;
“financial” aspect comprises 13 indicators; and “social responsibilities and
organization’s missions” aspect comprises 7 indicators. The weight of importance of
“learning and growth” aspect is 0.171, of “internal business processes” aspect is
0.210, of “customer” aspect is 0.292, of “financial” aspect is 0.211, and of “ social

responsibilities and organization’s missions” aspect 1s 0.117.

Based on the study results, we propose the following recommendations: first,
for the health policy decision makers: (1) implement this performance indicators
system and periodically adjust the performance indicators; (2) take into account the
impact of non-operation factors on hospital’s operation performance; (3)
simultaneously consider the non-quantification indicators; (4) continuously maintain
the function of public hospitals for the society. Secondly, for the public hospitals: (1)
improve the operation performance according to the indicators of this study; (2)

enhance hospitals’ social responsibilities and organization’s missions.

Key words: Public hospital, Balanced scorecard, Performance evaluation,

Performance indicators, Analytic hierarchy process
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18 45 % 3% 45 4% & (Sahney,1998) -

RRaREETHLOERS  £2HR 0 TFEEUFEH? S
FHRBRETEABERBEFLBELGHAE » #lie - Griffith &
Jelinek 2002) A P+ #3t  FARBA A LA L ABRRRRA &K

(Medicare) 89 E# > BB S LA BRI EBYEH MARSEHFLAX

EREmRGE (2002) ¥ PHH > FTRERER P I PEREE RS
BAEGH  THTRELRE (2001) TEFHH I FREMERE
(RS TEGE -

ERGTIAEETANEAFEN ST HREAE EREEGE
FARABHOEY  REFTRAGAEAWETERRARREERG eHERE
o iR BABEBREBEN 199 FRSGEAERATEKRS
o APEHASFREBREASESMBEABROGMFFEAL £
#1999 £ iR 99 £ BMARLE RASLE SHREE R T F
(Hospital Report’99 A Balanced Scorecard for Ontario Acute Care Hospital)
(Baker et al.,1999; Pink et al., 2001 ) » SR LT B RUVRALEIHR
RERMBEGHEN > AEURFELHBVERKAFLER > — A4
GRBEN S —AHBRBRAGN D TEN S FTRABALBRE R
WS AN BRAF O K - MBI AKAAREE
2 4R4E T 5| .58 R B| (Pink et al., 2001} :
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L ABH2aBR  SEBRATATRT LB IWAGHIFRHLAT -

2.ERATEH TR ABRNBRA-AASEE AR
REUE—mm RS ERadgs B KA S DHRUET EY
Tt oF o AMAS FAXBRBSGSIEE 0 FFE
F MR BITE L RRBH B EAMEEARRE
# & (financial performance and condition)~ J§ & FH# @& L A% &
#% & /& (patient satisfaction) - £ E AR kEOEES AR EL Y
¥ (system integration and change) * A& AR @5 E AR A A

# & 2% (clinical utilization and outcome ) °

BRI TN aNEBReRE S EER BERE
G BRGARE FTRE  BEREEYTHEM  LERERE
B R R -

4 BIEREER BT B B R B8 S -
RELERETERNLEFHELZETN -

5. HRBEHSHERER ONELN IR AGAAERGETRAT
R RAMUF B AAGERE R Hitb LB R B RME T
& % PRt oy & AE % R % % § F(hospital trustee) ~ R H 8
H B F i8¢ & & (informed customer) e

b AHEMIEEERL T 2UTHZMERMEAIFZEHEER
# (Pink et al.,2001) :

1. #+ 4 ¢4 JF 5% M (scientific soundness) : 5 — 184542 2 48 £ 9] % &9 (reliable)
B & by (valid) -
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2. #ttk(relevance): B —AERH B R EEZL BT HRBERRRLA
XH A

3. 5[ 47k (feasibility) @ B —BIRLIBRABEE TR LOFTHXFH
REEFAE EROE > OFAEAAEEAHOIRFLARLE—ELHE
ARAHEEA -

M &4k 2 3F & 4R & 49 §E £ 4o T (Baker et al., 1999) :

1. 84 7% 4 24 $2 4% #E (Financial Performance and Condition) @ $%4%#] 3 B %
ARMNBERL T RATEUBRANTROAERTN > MAHHK
FEEBOERAN R ZEN BRI LR BMBRI  Fe
FHABRBGHBRARBRAREITRRMES & T BRI M &
B % 0 i 6,4 875 4 77 45 7 (financial Viability) ~ #4 & (efficiency) ~ A &)
M (liquidity) ~ & & % i (capital)# A /1 & . (human resource) ¥ & 5 & °
H£HNBEBRGHIPLHER(RE 2-2) -

2. #% &% & i (Patient Satisfaction) * & 4% EHNEMRE - RESLE -
BEak HERE -BaGHRHE - ZIHERT - BERXERFK

(housekeeping ) ~ #8 7.t 7% A BB # &) & L (ancillary patient care staff)
BENERUEARRBOELT T ERENMER(RA2-2)

3. B& A A 82 AL 24 (Clinical Utilization and Outcomes) : £ £ 414 &1 WAL
BE -~ AR WX~ TR - ATFPROIRE - BEVRE - T E R
ZEEAREFITEH 12 RERERAAZRBBR(REK 2-2)

4. % 4h R4 g1 8 3 (System Integration and Change) : X 23Ft Blo i &
HARRREABERELNEL -RELZFARTAABRRBHE
RMESHEHARE  Ha4FMER  BEHAIES - BHRARE
MESEZ G £AABEHRERFRR L 2-2)
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(K 5838 5 40 5 e 48 Curtright % A(2000)3 5 -85 5 F 48 4 18
AR B HERBEE ¥ Henry Ford Health System = % /% &) 48 3% it 32
Hrsmi o FARRAEH R RA %L A (Sahney,1998) - @ Duke
Children’s Hospital ¥ #&-F- #5345 F R BREE G T A ABRRA > B
AR % 484k Robert S. Kaplan & David P. Norton (1992)A7 3% & - #73t
»F# X (Balanced Scorecard) A HAH » U AL BIRARE S
BRGILAH-—BLEFTUOEAERL  RTEQLBREREERR L
Yo BMERNIBRELHUZRA - sbob KATA BN NEX
ERBEERBEN SRS RELNFUTHH T T RELIREME
BERARREAANTX  AARRTZIARLEGBU - BoEAE
REBAIBRTARARTH S ZBMEARE » Aok mEARARRE
HERBHRARFHEAFTHALIAREFR N LERERFHER
4% ENBEENER FEABBARURLEAMFTROER
B IE  FTHARREOBDEH -

AREOREHEADLERIRAER  AALERECES
BILBERBRARRES OB RAARAEGHEE BHE-ROLE
MReyik a2 % 5 LB R e B T o285 (£E 0 2000) - 4]
o HERBEMETRUEBRASNEEBFSALEIZLEESG B
LEEELAIBREEEAYBEERTHEH T oA REERE
ERBREE—R oL BRAGELTHEREMN A RAEN AH
# TR REAEGHED  BEROIBRAR S FEREGHEE
AN BHNE A LA LR RE RO FRA R AR LR BT
B AT T EXBERATHET > FTREMBRELTF AL E
HMEmERAGEE  UEARTERREBTEHESLE(X 2-2):
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R=F AEF*

BESHELTEE  AMTEGMMAARERZ#HE &Y
10 &R MBRERREREIARABMARECTEHETE
NEEE  HERAEZ S HAZTRWECAERRALERE
AREABEEHE I AAXRLEEFTRRALERLERAS
EFXABANIEHRAR  RAFREFHLFELRRASL K
BTIBRAL B (T) LERA% 2LBLERMREBERALR
BREMGAKRELAALERL 69 R IALIBREEL MR
EFe iR H & -

FB MAYRRL &
BHERGT o AR

P B BRI E AP EH st nBEBE AERE
#HoREEERANIA MESFA LG TAOA T URKBE NI BIRZE
FHAEF ) Wi "R REEMBES —MEE AREILESE
BN BRSSO E AR AE -

FomBRIARABR AR EENEREY ¢ BF TR ERE
HEAREMTBEZ AL BRSSO 28T ERAMNESB 2
BARARBRBEERERLEF AL R RSEH P FHERE—RBE -

EZIMBREAMEAEE AARAURE R EZEHLLERR
Bt MARAREN TR ALE 9 RO BREEHAXIFEZL
R AN AR HY OO MME R4S EPERMERBERAL
2 BRERAK N TIBRAKIOH(SELTHEGET )
BB 24 FuBrE204 0 MAESKEN S 6522% -
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P& P AR Likert & F473F 47k R EATREIR R 31464930 8

3 THEAN - EE4THER > AERARTE > 5
BEFTHGANSHER 2R EACEA - L EEH T T 4
GHEHLTUBREMEENERS PHASRARESZ - LA
Wrm o HRERETEHLESFNEREE  7EES5REER
o X HARBEUEAELERETEAEPOPHERZIBSE BT E
EMG -ERAMSARMENRNESR  UREZRAN AHP 20 H X
BB ITEEAR -

FwfE AR MR ERF R AR EFANAERSHEAALE
EH NI BRRETHEBHHBRETEEN R BHA S E &R
B % (Analytic Hierarchy Process ; AHP) #4738 %& -

AHP ;&% i Satty(1980)7 1971 A7) HEMRELZ EHBZ L&
HEETFUEL  LELARRAL UL ARE (nominal scale)
VEBERREEZ RIBE (pairwise comparison ) * Tl EiLE 23
tb ¥t 45 B ( pairwise comparison matrix ) » ARG ER S F A
(eigenvector) » 45 & # B 2 4k so@ & (priority vector) » s A&+
%20 3% bh B 14 R 2k % M (uncertainty )+ Hb 2 4b 2044 & 38 & (probabilistic
theory) RIBARFABEEF ETUE AFBITRRA > AHP A2 THE
AREAREFZ AR BRE A B -BEFE -ELFK
HOAERE ~ R SR R R4~ Bkl R F 05 & (Tarimeilar & Khaksari,
1991; Hatcher,1994; Matsuda, 1996 ) -

B AR AHP Z R B S G EORE BRI AR TR MM
0 REE - BRSSO IR A (Weight) A2 ¥ &35
mFECHBIERURERREROGEER LB ERBBIPF L

# 28 R
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(Top-down) » Bpif i@ 48 M ER ~ ZEHBT - 2 W RS HBRRES AL
B HEEO T RN - — &4 T ®_Lk(Bottom-up) » BP &y L
W H K AHEHME LA MELE - REFAMEH  LHE U
EHBWAER b XTXEEREE R4 MERTHI L -

-~ MBREREEOGERTHER

BEBDEATFERNBEARAARZIE AR O Z LS F IR - &4
DR FHEBZIER L ENEBRRCRURQXIBRALAEL
RARGE HERAGHFTEARE @ E2 -BHNEEFHSE -

E RSB DARBERI AT EEEMAH

MU ERTEARBMEE RSO AENIEREIFTEEE - A8y
e (W) 7hiEiB AHP iEmB 2 -

W BISHEBDESCHBERRAEREE SR IR
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