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What was already known on this topic:

e Healthcare organizations have extensive interactions with individuals and society. Improving their
performance directly translates to improving the overall performance and well-being of the
community.

e A siloed approach to different parts of a healthcare organization hinders optimal planning and
decision-making for managers and officials.

What this study added to our knowledge:

e Indesigning a comprehensive model, the criteria affecting healthcare service performance have been
identified, consisting of five main criteria and 21 sub-themes. The five main criteria are: human
resources, non-human resources, imaging, internal strategic advantage, and structure. This model can
serve as a guide for managers' actions and improve systemic thinking in this domain.
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Extended Abstract

Introduction

In the endeavor to strengthen and improve
healthcare systems, policymakers play a crucial role
in optimizing the performance of this sector. This
necessitates a profound understanding of the
challenges and opportunities within the healthcare
system to devise efficient solutions for improving
service delivery. Every organization needs micro
and macro strategy and planning for its progress and
development [1]. In today's service and knowledge
economy, service organizations need to gain a
sustainable competitive advantage to ensure their
competitiveness [2]. The health system consists of
organizations, institutions and resources that provide
services to maintain and improve people's health and
these services can be called health measures. This
service can be defined as any effort that is carried
out in individual health care - public health services
or through inter-sectoral programs, and its main goal
is to promote health [3]. The mission of a health
system is to provide people's health. Society, the
realization of this goal will not be possible unless by
providing optimal services and providing optimal
services will not be possible unless by controlling
and evaluating health services[4]. Hospitals are
businesses that provide healthcare services. In the
meantime, hospitals are of special importance as the
largest and most expensive operating unit of the
health and treatment system [5] and like an
economic enterprise, it combines various factors of
production such as doctors, nurses, other service
personnel, hospital beds , equipment and supplies
consumables and other health and medical services
to the society [6]. Since service organizations have
the most direct relationship with the society and the
outside environment, this silo thinking of the
management to the operational staff towards
different management departments in the healthcare
service industry, led us to provide a systemic
approach and link the basic criteria on We
emphasize the results of this link to link the internal
organizational criteria effective on improving the
level of organizations providing healthcare services
with external organizational criteria effective on it
and to direct this organizational system in line with
optimal performance with a holistic view. Therefore,
in this research, by presenting an integrated model
and inspired by Yelsi's [7] satellite model of
organizational performance, he sought to improve
the level of knowledge, however little effort has
been made in this direction. According to the above;
The shortcoming that has been done in various
researches in the field of improvement criteria for
healthcare centers in the country is that it has not
depicted the effective factors and criteria in a
comprehensive  model in one place and
concentrated, and each of these researches have paid

to providing the several factors of this issue. This
study aims to answer two primary questions: What
are the key performance indicators for healthcare
centers in our country and their constituent
elements? Additionally, what is the satellite model
representing these key performance indicators? To
address these questions, a qualitative research
approach was employed following a comprehensive
review of the literature and the development of an
initial conceptual framework.

Methods

This research is fundamentally qualitative and
inductive in nature. Thematic analysis was
employed to analyze the data collected from the
literature review and qualitative interviews for the
development of the final model. The research
information sources included Persian and English
articles from reputable domestic and international
scientific databases. The study population at this
stage consisted of professors and faculty members
from domestic universities with a focus on a local
perspective on the country's healthcare industry and
the connection between theoretical and practical
issues. In addition, the viewpoints of managers and
executive specialists in administrative management
(personnel unit) in large hospitals in Shiraz were
considered. In the interview method, the sample size
was determined until theoretical saturation was
reached. Given the time and resource constraints, 19
individuals (10 faculty members and nine managers
or experts) were selected as the sample. In the
current research, the snowball sampling method was
used to select the samples. Based on this, in the
beginning, each of the members of the statistical
community introduced other people who were
somehow related to the subject of our study, and
finally 19 people announced their readiness to
conduct an interview. To analyze the data obtained
from the interviews, the theme analysis method was
used. In this research, the stability index method,
which refers to the consistency of data classification
over time, has been used to measure reliability. In
this method, in each of the selected interviews, codes
that are similar in two time intervals are designated
as agreement and non-similar codes are designated
as non-agreement. The method used to calculate the
reliability in two time intervals is that the number of
agreements multiplied by two is divided by the total
number of codes and the result is multiplied by 100
and thus the reliability percentage is calculated [8].
The reliability calculated for the interviews of this
research using this method was 81%, which is more
than 60%, so it can be said that the reliability of the
coding of this research is confirmed.
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Results

After the interviews, the theme analysis technique
was used to analyze the data obtained from the
interviews. The use of qualitative studies, especially
the theme analysis method, becomes necessary
when there is little information about the
phenomenon under study, or when there is a lack of
a theoretical framework in the studies and researches
conducted in connection with the subject in
question. It should be obvious to explain the subject.
Theme analysis is a process that must be done over
time, meaning that the researcher collects and
analyzes data over time. In this research, according
to the six stages of theme analysis with the approach
provided by Clark and Brown [9], it has been
explained. After the initial coding of the interviews,
the classification of different codes was done in the
form of primary themes, and finally, after reviewing
the themes, 21 categories were compiled in the form
of subcategories. The first category is related to the
impact of effective recruitment in human resource
management practices. The second category is
related to motivation. The third category is related to
empowerment. The fourth category of themes is
related to training. The fifth category related to this
theme is performance appraisal. The sixth category
is the theme related to occupational safety and

health. The seventh category of the support theme
has been determined. The eighth category is related
to internal market research. The ninth category is
dedicated to communication. The tenth category is
related to the compensation level. The eleventh
category is the characteristics of the work
environment. The twelfth category is related to the
organizational climate. The thirteenth category is
described in this collaborative style theme. The 14th
and 15th categories are related to the pride of
achievement and job. The next category is related to
facilities. The other category is related to service
delivery process. The next category belongs to
pharmaceutical services, and the next categories are
related to communication, judgment and
implementation preferences. After extracting the
mentioned categories during the research interview
and according to the review of literature and
research history, the main categories were identified
from the composition of the content of the
subcategories and presented in the tablel. As it is
evident in Figure one, the satellite model extracted
from the analysis of criteria for improving the
performance of healthcare centers includes 5 main
categories and 21 sub-categories, after revision,
modification and categorization, the following final
model was finally designed:

Enhancing Performance
of Healthcare Centers

Integration

Structure

Figure 1. A Satellite Model for Enhancing the Performance of Healthcare Centers
(WE= Work Environment, F= Facilities, PS= Pharmaceutical Services, CL= Compensation Level, ER= Effective
Recruitment, T= Training, M= Motivation, PA= Performance Appraisal, OS & H= Occupational Safety and health, SDP=
Service Delivery Process, S= Support, CS= Collaborative Style, JP= Job Pride, AP= Achievement Pride, IP=
Implementation Preference, JUP= Judgment Preference, CP= Communication Preference, OC= Organizational Climate, E=
Empowerment, C= Communication, IMR= Internal Market Research)
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Table 1. Classification of the main and subcategories of the research

Main categories

Subcategories

Human resources
and health.

Effective recruitment, Training, Motivation, Performance appraisal, Occupational safety

Non-human resources
level.

Characteristics of the work environment, Facilities, Pharmaceutical services, Compensation

Impression

Communication  preference,
Achievement pride, Job pride.

Judgment  preference, Implementation preference,

Internal strategic advantage  Internal market research, Communication, Empowerment, Organizational climate.

Structure Support, Service delivery process, Collaborative style.

Discussion

Providing a unified framework for the performance
criteria of healthcare systems and organizations can
assist healthcare decision-makers in making more
optimal decisions with greater accountability and
responsiveness to advance their initiatives. The
research radial model consists of five main
categories: non-human resources, human resources,
impression, structure, internal strategic advantage.
Within the human resources theme, five sub-
categories were identified. The first category relates
to the impact of effective recruitment on human
resources management actions. If several core
subsystems are defined for the human resources
area, one of the most important is the recruitment
and staffing area, which encompasses planning,
staffing, and selection. The second category relates
to training. Today, the importance and role of
training in the development and progress of
organizations are undeniable. The third category
relates to motivation as human resources
management actions. The establishment of an
effective  motivative system can encourage
employees to join and stay in the workplace and
motivate behaviors that lead to high performance.
The fourth category related to this theme is
performance appraisal. Today, performance
appraisal, in addition to being wused for
administrative and operational  purposes in
organizations, is considered one of the important
tools for improving performance, productivity of
employees, and organizations. The last category of
the theme relates to occupational safety and health.
In the human resources system, programs for
establishing health and safety in the workplace are
used to preserve and strengthen the physical health
of employees. The themes in this category align with
those identified by Keshvari et al [10], the primary
human resource functions outlined by Ashrafi et al
[11], excluding the function of employee separation
which was examined in their study on hospital
employee termination, as well as the findings of
Tashakorian Jahromi et al [12].Four subcategories
were identified within the non-human resources
theme. The first category pertains to the
characteristics of the work environment. This
component considers both the environment in which

healthcare personnel work and the characteristics of
their jobs. The second category relates to facilities
and amenities. This factor encompasses the
environmental features and amenities that shape the
patient's perception of services. The third category
concerns pharmaceutical services. Today, it can be
said that one of the most important factors in
determining the quality and quantity of "medical”
services provided in hospitals is the quality of
"pharmaceutical” services, to the extent that in many
cases, the lack of one or more critical pharmaceutical
items or medical supplies, or a medication error in
the hospital, calls into question the value of all other
services provided from the perspective of patients
and the effectiveness of treatment. The final
category is related to the level of compensation. In
hospitals, individuals with the lowest to the highest
levels of education work together as a team. The
impression theme encompasses five subcategories
that address mental perception, patients' awareness
of their rights, healthcare staff's ability to establish a
mental connection with patients, and various factors
such as cultural, social, economic, and personality
backgrounds, educational aspects, providing
information to patients, explaining test results,
understanding patients' feelings, as well as
psychological support, respecting patient rights, and
the manner in which staff respond to expressions of
pain and patient inquiries. This area highlights that
the values and preferences of both patients and staff
can be indicative of the performance of healthcare
organizations. If hospitals can enhance their
employer brand and create a positive image in the
minds of their visitors and employees, they will
consequently improve their satisfaction with their
performance. The communication factor category
assesses the overall evaluations or preferences and
attitudes that patients have regarding the
transmission of information during the provision of
healthcare services. The judgment factor category
refers to the overall evaluations or preferences and
attitudes of patients regarding medical diagnoses
before and after treatment during the provision of
services. Finally, the implementation factor category
assesses the overall evaluations or preferences and
attitudes of patients regarding the implementation of
treatment processes during the provision of services.
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The job pride category suggests that employees may
have a stable inner pride in their job (job pride), and
in the achievement pride category, employees of an
organization may take pride in their colleagues'
achievements, their group, or in the organization due
to events that occur within the organization. The
results from these themes are consistent with
research conducted by Ewen [13], Ting [14],
Mcfarlein [15], Edward [16], Rozze [17] and Aagja
& Garg [18].Four subcategories were also identified
within the internal strategic advantage theme. The
first category relates to internal market research.
Internal market research or collecting internal
market information involves activities to gather
information about the employee market. The second
category of this theme is dedicated to
communication. Hospitals use various tools to
cultivate this mindset in healthcare personnel,
encouraging them to think about patients or their
families and, in this way, achieve the strategic goal
of making employees patient-centered and
informing them about providing services to patients
and their families. The third category relates to
empowerment. Equipping and preparing healthcare
personnel to face changes is of particular
importance, and all organizations, regardless of their
mission, should allocate the most resources, time,
and planning to specialize and skilled equipment and
creating special capacities in various dimensions.
The fourth category relates to the organizational
climate. Organizational climate is a set of
characteristics that describe an organization and
distinguishes it from other organizations, is
relatively stable over time, and influences the
behavior of individuals within the organization.
These themes are also consistent with research
conducted by Tashakorian Jahromi et al [12], Hill
[19], Gouthier & Rhein [20] and Tracy et al
[21].Finally, the structure theme has three
subcategories. The first category is defined as
support. Hospital support refers to the actions that
provide methods for managing, leading, and
supporting employees in hospitals, including work
planning, feedback, and formal and informal two-
way interactive communication. The second
category relates to the service delivery process. This
factor is considered as a set of factors related to
facilitating the performance of tasks by the hospital,
providing convenient access to any information,
location, or service, and the service process that the
hospital provides for patients. The third category in
this theme is expressed as a collaborative style.
Appropriate managerial behavioral patterns in any
organization create a strong spirit and motivation
among employees and increase their job satisfaction.
Providing effective healthcare services to the
community is largely dependent on the teamwork of
healthcare personnel and the management style of
these organizations. Finally, it can be concluded that

the findings of this study, regarding these themes,
align with the research of Chang & Chang [22], Ting
[14] and Smith et al [23].The findings of this
research indicate that improving hospital
performance is contingent upon a multitude of
factors, including effective human resource
management, provision of adequate facilities and
amenities, fostering a positive image among patients
and staff, enhancing internal competitive
advantages, and  designing an efficient
organizational structure. Moreover, the study
underscores the significance of the interplay
between these factors and their reciprocal impact on
hospital performance. Given the complexity of
healthcare systems and the pivotal role of healthcare
facilities, particularly hospitals, improving the
performance of these organizations necessitates a
comprehensive and multidimensional approach. The
satellite model proposed in this research can serve as
a valuable tool for healthcare managers and
policymakers.
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