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ABSTRACT

The National Health Insurance was initiated in 1995, since then many problems
have been carried out in the surgical industry, the federal and government not only
cut back on funding but also demands greater accountability from the healthcare
operators. In addition, skyrocketing healthcare costs due to population aging have
made it more difficult for healthcare operators to maintain the first class service
expected by the public. As a response to the changing operating environment,
healthcare administrators have begun to implement modern management tools in
their organizations to solve their financial problems while sustaining world-class
service. Balanced scorecard is a strategic measurement and management system. It
translates an organization's mission and strategy into a balanced set of integrated
performance measures. It complements the traditional financial perspective with
other non-financial perspectives such as customer satisfaction, internal business
process, and learning and growth. It also mixes outcome measures, the lagging
indicator, with performance drivers, the leading indicator, because "outcome
measures without performance drivers do not communicate how the outcomes are to
be achieved" (Kaplan and Norton 1996). By selecting appropriate performance
drivers and outcome measures to fit in the theory of business in a chain of cause and
effect relationship, the organization will have a better idea of how to achieve its
potential competitive advantage.

This is a retrospective and comparative study to observe of the performances of the
colorectal surgery department of a private medical center by implementing the
balanced scorecard including patient satisfaction, internal clinical management
iImprovement, financial outcome, and academic performance.
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