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ABSTRAK

Kajian kes ini meneliti dan menghuraikan pencapaian dalam sistem pengukuran prestasi
di sebuah hospital kerajaan. Secara khusus, objektif kajian adalah untuk mendapatkan
pemahaman yang lebih baik mengenai sistem pengukuran semasa dan dengan bantuan
pendekatan strategik Balanced Scorecard (BSC) menolong mengenalpasti peluang
peningkatan kendiri sistem tersebut. Selain itu, kajian ini juga cuba untuk menjawap
persoalan kenapa pihak pengurusan hospital terus mengekalkan amalan sistem semasa
tersebut dan mendedahkan tahap adaptasi BSC di peringkat organisasi, sekiranya ada.
Untuk tujuan kajian ini, 50 set soalan yang mengandungi 50 item ukuran dengan skala
Likert 5 mata telah diedarkan kepada para responden yang telah dikenalpasti sebagai
kaedah utama pengumpulan data kuantitatif, sementara 7 staf pengurusan atasan
sanggup ditemubual untuk data kualitatif. Daripada jumlah ini, hanya 30 set soalan
lengkap yang digunakan dan dianalisis dengan program statistik descriptif mudah
SPSS, sementara data kualitatif diperolehi daripada mereka yang ditemubual. Didapati
bahawa amalan pengukuran prestasi semasa hospital berada dalam lingkungan prestasi
band pertengahan dengan skor keseluruhan sebanyak 223. Ini menunjukkan tanda
positif perkembangan dan permulaan yang baik dalam penstrukturan semula pendekatan
hospital kepada sistem pengukurannya. Namun, keputusan juga menunjukkan bahawa
hospital masih lemah dalam ukuran yang berkaitan dengan pekerja dan ukuran tertentu
mengenai pembekal, dan pada masa yang sama mempunyai kekuatan ukuran dalam
kewangan, operasi dan produk/perkhidmatan berkualiti. Kategori ukuran yang
digunakan oleh hospital agak seimbang, iaitu kewangan, operasi/aktiviti, kualiti,
personel dan keselamatan sementara produktiviti dan effisiensi diberi penekanan dalam
pengukuran tersebut. Keputusan temubual juga menunjukan bahawa pihak pengurusan
tidak bercadang untuk membuat perubahan kepada amalan semasanya buat sementara
waktu disebabkan oleh faktor seperti faedah daripada amalan, masa dan usaha dan
pengaruh komitmen pihak pengurusan. Juga secara rasminya, didapati tiada tahap
adaptasi BSC di hospital tetapi terdapat persamaan elemen BSC dipratikkan di
organisasi tersebut. Justeru itu, kajian ini mencadangkan peningkatan pada kelemahan
tempat tertentu seperti maklumbalas, kekerapan pemonitoran dan adaptasi pendekatan

sebenar BSC ke arah mencapai organisasi yang seimbang.
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ABSTRACT

This case study examined and described the progress of the existing performance
measurement at a government hospital. Specifically the objectives of the study were to
gain a better understanding of the current measurement system and with the aid of
strategic balanced scorecard (BSC) approach, help in identifying possible self-
improvement to the system. Beside that, the study also tried to answer the question on
why the hospital management continued with the practice of the current system and
revealed the level of BSC adoption at the organizational level if any. For this study 50
sets of questionnaire consisted of 50 items measured with 5 point Likert scale was
distributed to the identified respondents as the main method of collecting quantitative
data, while 7 top management staffs were willing to be interviewed for the qualitative
data. Out of the figure, only 30 sets of completed questionnaire were used and analyzed
with the SPSS simple descriptive statistic program, while qualitative data came from the
interviewees. It was found that the hospital current practice of performance
measurement is well within a middle band performance with overall score of about 223.
This showed a positive note of development and a good beginning in reengineering
hospital approach to its measurement system. However, the result indicated that hospital
was still weak in employee related measures and certain suppliers’ measures and at the
same time having strength in finance, operation and product/service quality measures.
Category of measures used by the hospital was quite balanced, namely finance,
operation/activity, quality, personnel and safety, while productivity and efficiency are
generally emphasized in these measurements. Interview result also showed that
management had no plan to make changes to its current practice for time being due to
factors such as benefit of practice, time and effort and influence of management
commitment. Also, officially there was no level of balanced scorecard (BSC) adoption
at the hospital but there were similarity of BSC elements being practiced at the
organization. Hence, this study proposed improvement in certain area of weakness like
feeback, monitoring of frequencies and adoption of the real BSC approach towards a

more balanced organization.

iii



ACKNOWLEDGEMENT

It is my pleasure to extend my sincere thanks to my supervisor, Professor Dr. Juhary Ali
for his advice, guidance, patient and encouragement throughout this project. In a special
way, I would like to extend my gratitude and thanks to Dr Abdul Rahim, Director of
Hospital Sibu for allowing my research activity to be carried out at the hospital. I am
also grateful to Dr Mohd Asri, Deputy Director of Sarawak General Hospital for his
approval on the pilot study conducted for the survey questionnaire. In addition, I would
like to express my appreciation to the staffs and respondents at Hospital Sibu, especially
Mr Paul Chako, Dr Wong See Yin, Dr Wong See Chang, and Staff Nurse Rita Wong
for their cooperation and endurance in assisting the success of this study. Lastly, I
would like to thank my parent and all my friends for their encouragement and support

throughout the process of this study.

JULIANA HII LI LI

9 JUNE 2004

iv



TABLE OF CONTENTS

Page

PERMISSION TO USE i
ABSTRAK ii
ABSTRACT iii
ACKNOWLEDGEMENTS iv
LIST OF TABLES ix
LIST OF FIGURES X
CHAPTER 1: INTRODUCTION 1
1.1 Background of the study 1
1.2 Problem statement | 4
1.3 Objective of the study 6

1.3.1 Sub-objective of the study 7
1.4  Significance of the study 7
1.5  Delimitation and limitation 8
1.6  Organization of the report 10
CHAPTER 2: LITERATURE REVIEW 11
2.1 Introduction 11
2.2 Definition of Performance Measurement System 11
23 The trend, issue and challenge in assessing Performance

Measurement 13



24

2.5

2.6

Performance Measurement in healthcare organization

Balanced Scorecard Framework
2.5.1 The Financial Perspective

2.5.2 The Customer Perspective

2.5.3 The Internal Business Process Perspective

2.5.4 The Learning and Growth Perspective

2.5.5 How the BSC Framework function

Previous research

CHAPTER 3: RESEARCH METHODOLOGY

3.1

3.2

3.3

34

35

3.6

3.7

3.8

Introduction

Case study approach
Case study design

The selected case
Research instrument

3.5.1 Questionnaire
3.5.2 Interview qﬁestion
Data collection

Data analysis

Definition of concept

vi

16

21

23

24

25

26

27

28

36

36

36

38

41

42

42

44

44

45

47



CHAPTER 4: RESULTS AND DISCUSSION

4.1

4.2

4.3

4.4

4.5

4.6

4.7

Introduction

Case study background and characteristics
Selected Department

4.3.1 Medical Department

4.3.2 Central Stenle Supply Department (CSSD)
4.3.3 Pharmacy Department

Hospital current measurement system

4.4.1 Current practices

4.4.2 Category of performance measures
The development of current system usage
Level of Balanced Scorecard (BSC) Adoption

Discussion

CHAPTER 5: CONCLUSION AND RECOMMENDATION

5.1

52

53

Introduction

Conclusion

Recommendations

5.3.1 Recommendations for practice

5.3.2 Recommendations for further research

REFERENCE

vii

49

49

49

55

55

58

59

61

61

73

82

86

90

96

96

98

98

100

103



APPENDICES
Appendix A
Appendix B
Appendix C

Appendix D

viii



LIST OF TABLES

Table 4.1: General categorization of services provided by Hospital Sibu

Table 4.2: Types of services provided according to units/disciplines of
Hospital Sibu

Table 4.3: Characteristics of Hospital Sibu.

Table 4.4a&b: Descriptive statistics of hospital performance measurement
system assessment score

Table 4.5: Average percent of respondents’ view on the number of monthly
performance measures studied by Hospital Director

Table 4.6: Category of measures utilized by the selected departments

Table 4.7: An example of Hospital Sibu Balanced Scorecard

X

Page

52

53

56

62-63

69

75-77

90



LIST OF FIGURES

Figure 2.1: BSC Framework that translates a strategy into operational terms

Figure 4.1: Distributions of respondents’ view on tight linkage between
metrics in hospital database and its key success factors

Figure 4.2: Percentage of respondents who think the development of the
hospital database was planned rather than evolved over time

Figure 4.3: Respondents’ view on consistency and well balance of the
hospital performance measures

Page

23

64

68

71



CHAPTER 1

INTRODUCTION

1.1 Background Of The Study

Performance measurement system plays an important key role in ensuring the success
of today’s modern business organization. Although activities related to measurement
system can be tedious and boring, smart and forward looking senior executives who are
involved in measuring the performances know very well of their impact on the
organizations. Thus, seeking improvement and competitive advantage for the
organization often resulted in the need for the management to rethink the approach use
in the existing performance measurement systems, in the event that these systems fail to
accomplish their tasks in the context of rapid changing business environment. This is
because by nature of definition from Neely (1998), performance measurements focus on
efficiency and effectiveness in providing the senior executives with the means to
control, identify opportunities for continuous improvement, self-assessment and to

enhance the management of these activities (Birch, 2000).

However, without efficiency and effectiveness, not all the tasks mentioned can be fully
and successfully accomplished. Keeping these two vital features in the performance
measurement systems require the management to evaluate and update their measures by
selecting the appropriate measures and eliminating the inappropriate ones, while

making sure that the measures sufficiently represent the critical perspectives from
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