
— Voice of the customer
— Productivity
— Overtime expenses $
— Temporary help $
— FTE utilization
— Productivity
— Sick hours

— Vacancy rate (fill rates)
— Turnover rates
— Human capital value

added
— OSHA employee

injuries/sharps
— Bright stuff referrals
— Time per hire
— Retention rates
— HR dept Team Talk

score (monthly feed-
back)

— Diversity prof/mgt
positions

— Invest in empl devel-
opment

— Training hours per FTE
— Cost of turnover
— Quarterly satisfaction

survey

— Performance appraisal
scores

— Employee satisfaction
survey

Dashboard for Balanced Scorecard of key performance indicators
Robert Wood Johnson University Hospital at Hamilton

Pillars of
Excellence

Daily/
weekly/
biweekly

Monthly

Quarterly

Annually

Biannually

CSF’s

Distinguish the hospital as an
outstanding employer.

Be recognized as a 
Center for Health—the 

consumer’s choice for hospital
services, health information,

and support.

Distinguish the hospital from
competitors by emphasizing

excellence in clinical 
outcomes and service.

Provide superior operating
margins to allow for capital
reinvestment and growth

based on community needs.

Develop partnerships with
physicians, communities, and

organizations and maximize the
strategic relationship with RWJ

Health System and Network.

MISSION, VISION, VALUES

— Voice of the customer
— Overall satisfaction (IP,

ED, OP, SDS)
— Overall room and food
— Overall satisfaction by

unit

— Priority indices 
— Loyalty indices
— Outpatient cycle time
— Outpatient service
— Commitment
— Hours in divert
— Community ed satis-

faction

— Inpatient perception of
safety

— Qtrly supplier report
cards

— IP satis w/ nursing
courtesy

— All payor length of
stay

— Medicare length of
stay

— % ALOS > 10 days

— Core measures (CHF,
AMI, CAP, SIP, Pneum)

— Medical denials
— Medication errors/inci-

dent reports
— JCAHO safety indica-

tors
— CHF readmission rate
— Lawsuits per admission

— Mortality
— Qrtly supplier report

cards
— Pneumoccocal infec-

tion rate
— OPI report

— POS cash
— Patient cash
— Total DNFB (discharge

not final billed)

— Administrative denials
— Operating margins by

service
— Days in accounts

receivable
— Net revenue
— Inpatient/outpatient

revenue split
— Days cash on hand
— Debt service coverage
— Cost per adj patient

day
— Cost per adj discharge
— Charity care % of total

revenue

— Bond covenant com-
pliance

— Average age of PP&E
(property, plant &
equipment)

— Outpatient volume
— Cath lab volume
— ED volume per bed
— Direct admission

— New cancer med
oncology cases

— Transfers to hospital
— Community ed vol-

ume
— Physician-specific vol-

ume
— Volunteer hours
— Market segmentation

and
— Patient origin

— Health risk assessments
— Community health

improvement process
(CHIP)

— Market share

— Community survey
— Physician survey

People Service Quality Finance Growth

Source: Robert Wood Johnson University Hospital at Hamilton. Reprinted with permission.


