
Performance Improvement in 

Health Care Organization 

Hummy Song 
University of Pennsylvania 

USA 
hummy@wharton.upenn.edu 

Anita Tucker 
Boston University 

USA 
altucker@bu.edu 

new 
the essen« of knowledge 
Boston — Delft 



Contents 

1 Introduction 5 
Framework for Performance Improvement in Health Care Organi-

zations 6 
An Overview of the U.S. Health Care System 7 
The Need for a Health Care-Specific Framework 13 
Introduction to Key Operations Management Concepts in Perfor

mance Improvement 17 
Summary 25 

2 Model of Transformational Performance Improvement 27 
Overview of the Model 28 
Other Models of Improvement in Health Care 29 
Summary 37 

3 Determining and Communicating a System-Level Goal 39 
Developing System-Level Goals 41 
Operations Management Literature Related to System-Level 

Goals: Operational Focus 43 
Summary 48 

4 Developing and Using System-Level Measures of Performance 49 
Considerations in Developing Performance Measures 52 



Operations Management Literature Related to Performance Mea-
sures: Health Information Technology 54 

Summary 62 

5 Understanding and Managing Interdependencies 63 
Considerations in Understanding and Managing Interdependencies 63 
Operations Management Literature Related to Interdependence: 

Patient Flow 68 
Summary 73 

6 Selecting a Portfolio of Projects Aligned with System-Level 
Goals 75 
Aligning Projects with Objectives in Health Gare Organizations . 75 
Operations Management Literature Related to a Portfolio of 

Improvement Projects: Appointment Scheduling 77 
Summary 82 

7 Creating an Engine for Improvement 83 
Four Aspects of Creating an Improvement Engine 84 
Operations Management Literature Related to Total Quality 

Management, Lean, and Six Sigma 86 
Summary 99 

8 Implementing, Spreading, and Sustaining Improvements 101 
Facilitating the Spread of Best Practices 102 
Operations Management Literature Related to Spread and Sus-

tainability 102 
Summary 106 

9 Common Barners to Successful Performance Improvement 109 
Barriers Related to the External Context 110 
Barriers Within the Organization 113 
Barriers Related to the Implementation Process 113 
Barriers Related to the Improvement Project 114 
Summary 114 

10 Future Directions in Research on Performance Improvement 



in Health Care Organization 115 
Opportunities for Research Related to the Impact of External 

Environment On Performance Improvement 117 
Opportunities for Research Related to Performance Improvement 

Within Organizations 124 
Summary 127 

11 Conclusion 129 

Acknowledgements 131 

References 133 


