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{Table 1> Nursing units' strategies and preliminary performance indicators by perspectives

Perspectives Strategies Preliminary performance indicators
Financial Contribution to hospital profitability - The rate of nursing revenue growth
- The rate of manageable cost reduction
Customer Improving customer relations - The level of customer satistaction

« Customers' image of nurses
- The rate of clients who can explain own health status, treatment and

nursing care plans

Business Process

Improving quality in nursing care

- Number of solving nursing problem by nursing process

- Number of nursing malpractice

- Ratio of nurse to patient

- Development and application of CP(Critical Pathway)
- Amount of direct nursing time

- Number of developing nursing standards

Improving relationship among concerned
departments

- Staff Satisfaction for nursing units
- Staffs' image of nurses

Learning &
Growth

Improving nurses' competenc;
24

- The level of participation in education

- The level of participation in research
- The rate of nurses leaving their jobs

Motivate nurses

- Nurses' satisfaction with working condition

Improving capability of nursing

* Nurses' satisfaction with information provided by nursing information

information system system
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<Table 2> Validity on nursing units' preliminary performance indicators

Perspectives Preliminary Performance Indicators Cvl
Financial - The rate of nursing revenue growth 0.88
+ The rate of manageable cost reduction 0.75*

Customer - The level of customer satisfaction 1.00
- Customers' image of nurses 1.00

- The rate of clients who can explain own health status, treatment and nursing care plans 0.88

Business Process - Number of solving nursing problem by nursing process 0.94
» Number of nursing malpractice 0.94

- Amount of direct nursing time 0.88
- Ratio of nurse to patient 0.76*

- Number of developing nursing standards 0.82

- Development and application of CP(Critical Pathway) 0.70*

- Staff Satisfaction for nursing units 1.00

- Staffs' image of nurses 1.00

Learning & Growth - The level of participation in education 1.00
- The level of participation in research 1.00

- The rate of nurses leaving their jobs 0.64*

- Nurses' satisfaction with working condition 1.00

- Nurses' satisfaction with information provided by nursing information system 0.81

* CVI (Content Validation Index) < .80
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<Table 3> Nursing units' performance measure indicators and methods (n=17)*
perspectives performance indicators measure methods (%) total
1 2 3 4 (%)
Financial - The rate of nursing revenue growth 8(53.0) 7(41.0) 2(13.0) 0(0.0) 17(100.0)
- The rate of manageable cost reduction 5(36.0) 6(43.0) 3(21.0) 0(0.0) 14(100.0)
Customer - The level of customer satisfaction 7(41.0) 9(45.0) 4(20.0) 0(0.0) 20(100.0)
- Customers' image of nurses 8(38.0) 9(43.0) 4(19.0) 0(0.0) 21(100.0)
- The rate of clients who can explain own health status, 11(61.0) 6(33.0) 1( 6.0) 0(0.0) 18(100.0)
treatment and nursing care plans
Business - Number of solving nursing problem by nursing process 8(42.0) 7(37.0) 4(21.0) 0(0.0) 19(100.0)
Process - Number of nursing maipractice 8(42.0) 10(53.0) 1( 5.0) 0(0.0) 19(100.0)
+ Amount of direct nursing time 6(34.0) 7(39.0) 4(22.0) 1(5.0) 18(100.0)
- Number of developing nursing standards 12(67.0) 5(28.0) 0( 0.0) 1(6.0) 18(100.0)
- Staff Satisfaction for nursing units 9(45.0) 10¢50.0) 1( 5.0) 0(0.0) 20(100.0)
- Staffs' image of nurses 11(55.0) 7( 7.0) 2( 2.0) 0(0.0) 20(100.0)
Learning & - The level of participation in education 12(63.0) 4(21.0) 3(16.0) 0(0.0) 19(100.0)
Growth + The level of participation in research 12(67.0) 4(22.0) 2(11.0) 0(0.0) 18(100.0)
- Nurses' satisfaction with working condition 4(22.0) 8(44.0) 6(33.0) 0(0.0) 18(100.0)
- Nurses' satisfaction with information provided by nursing  6(38.0) 8(50.0) 2(12.0) 0(0.0) 16(100.0)

information system

* mutiple responses

** measure methods 1: evaluate based on nursing units’ objectives in this year

o

2: evaluate based on nursing units' performance in the last year
3: evaluate based on another nursing units' performance in this year
4: the others

BZtE 33| X| 35(3), 20054 68
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<Table 4> Classification of individual indicators and common indicators for nursing units

Perspectives Individual indicators Common indicators
Financial - The rate of nursing revenue growth
- The rate of manageable cost reduction
Customer - The level of customer satisfaction

- The rate of clients who can explain own health

status, treatment and nursing care plans

- Customers' image of nurses

Business Process

- Number of solving nursing problem by nursing

process

- Number of nursing malpractice
- Amount of direct nursing time
- Number of developing nursing standards

- Staff Satisfaction for nursing units
- Staffs' image of nurses

Learning &
Growth

- The level of participation in education
- The level of participation in research

- Nurses' satisfaction with working condition
- Nurses' satisfaction with information provided by nursing
information system
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<Table 5> Classification of leading indicators and lagging indicators for nursing units

Perspectives Leading Indicators Lagging Indicators
Financial - The rate of nursing revenue growth

- The rate of manageable cost reduction
Customer - The level of customer satisfaction

- The rate of clients who can explain own health

status, treatment and nursing care plans

- Customers' image of nurses

Business Process

» Number of solving nursing problem by nursing

process

- Amount of direct nursing time
- Number of developing nursing standards

« Number of nursing malpractice

- Staff Satisfaction for nursing units
- Staffs' image of nurses

Learning &
Growth

- The level of participation in education
- The level of participation in research

+ Nurses' satisfaction with information provided by

nursing information system

- Nurses' satisfaction with working condition
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Development of Performance Measure Indicators
in Hospital Nursing Units
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Purpose: The purpose of this study was to develop performance measure indicators for hospital nursing units
based on a Balanced Scorecard (BSC). Method: This study was a methodological study. The development process
consisted of 3 stages. The first stage was setting up strategies for nursing units from a nursing department's
mission and vision. The second stage was developing performance measure indicators after a validity check. The
third stage was modifying developed performance measure indicators and classifying them. Results: 7 strategies
were set up according to 4 perspectives of a BSC. 15 performance measure indicators for hospital aursing units
were developed, and the indicators were divided into 8 independent indicators and 7 shared indicators according to
the degree of performance responsibility. In addition, they were classified into two groups, 7 leading indicators and
lagging indicators. Conclusions: The result of this study suggests that performance measure indicators for hospital
nursing units provide a framework and method for nursing organizations' performance management. Also, the
developed indicators are expected to provide valuable information for successful organization management.
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