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5. Arveson p. Balanced ScoreCard Basics Available from:

http://www.communicat.com.au/downloads/factsheets/

balanced-scorecard.pdf, Accessed:1998.
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Evaluation of the Performance Management System of the
Employees of Amiralmomenin (P.B.U.H) Hospital of Semnan
making use of the Balanced Score Card; 2005-2006

Barati A.*/ Maleki M.2/ Golestani M.}/ Imani A.*

Abstract

Introduction: The performance management unavoidably is required for each socid organization, and
presently hospitals as social organizations require the establishment of the performance management to
preservation of resourcesto provide heath and treatment services.

Methods: The present study is amed to evaluate the performance management system of the Amiralmomenin
(PB.U.H) Hospitd's employees of Semnan county during a 3-year period of establishment this system The
Bd anced Score Card method wasused for eval uation of thissystem, which determinestheresultsachi eved through
dlocating scoresin four axlesincluding: customers, internal processes, financia, and innovation & growth. The
‘customers axledeterminestheobjectivessuch asthepatients satisfaction, reduction of complaints, andincrease of
motivationintheemployees. The'internal processes axledeterminesobjectivessuch asimprovingtheproductivity
and quality of the offered services. The 'financial' axle determines objectives such as performance-based payment
and reduction of expenses, and the'l nnovation & Growth' axlecoversobjectivessuch asincreasing theinformation
level of thepersonnel, improving theeducationa level, andincreasing the stability rate of the employees.
Findings: Inthe'customers axle, with customers satisfaction being equal to 89.6%, complaintsequa to0.29%, and
employees satisfaction equd to 35.3%, the score of the ‘customers axle was estimated a 41.5. Related with the
internal processes axle, consideringthepercentageof different parameterssuchasProductivity of Services(73.55%),
and Qudlitetive Deficiency of the Offered Services(0.57%), obtaining 0.6 negative scores. Sothat, thetota scoreof
the'interna processes axlewasequal to 36.4. Inthe financid' axl e, the performance-based paymentsdl otted 16.6%
toit, and so, the score of the 'financid' axle was equd to 16.6. In the 'innovation and growth' axle, considering the
percentageof € ementssuchasthelncreased InformationLevel of thePersonne (100%), I ncreased Educationa Leve
of the Personnd (39%), and the Sability Rate of Employees (89.4%), thetotal scoreof thisaxlewasequa t089.1.
Conclusion: Thehighest scoreassignedto theInnovation& Growth axle; and the other aspectsincluding the customers
satisfaction, interna processes, and financial axles occupy thelower positions and scores respectively. Therefore, this
system left thel owest successrecord in related with the'financid’ matter that considering thefocusof thissystemonthe
performance-based payments. Weekness of the sysem is more observable in this axle. For the establishment of the
system, achieving theparticipation of the employeesand themanagers- and not being disappointed duetofailuresinthe
initial executivestagesthrough convening- educati onal-j ustifi cation sess ons, isnecessary. Asaresult, toreslization the
goalsof the Performance Management System, itisnecessary to pay moreattentionto making thebed for improvingthe
qudlity of theoffered services, establishing performance-based payments, and meeting thesatisfaction of thecustomers.
Keywor ds: Balanced Score Card, Customers, Internal Processes, Innovation & Growth, Financial
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