
Understand role 
in strategy

Business and
Development

Hospital wide 
Quality and 

Safety

Staff and 
Clinicians

As financial 
stakeholders, how do 
we intend to meet the 
goals and objectives in 
the hospital’s Mission 

Statement?

Patients and 
Healthcare 
Community

As customers of the 
hospital’s services, 

what do we want, need 
or expect?

As members of the 
hospital staff, what do 
we need to do to meet 

the needs of the patients 
and healthcare 
community?

As an organization, 
what type of culture, 
skills, training and 

technology are we going 
to develop to support our 

processes?

To deliver 
quality services 

we need to…
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Prototype Balanced Scorecard Strategy Map

Patient Satisfaction

Increase margin to 
fund mission

Increase operating 
efficiency

Grow revenues from 
existing market

Grow patient and 
community confidence

Provide outstanding 
customer service

Engage patients in 
decision making 

process

Provide appropriate 
level of clinical services

Deliver positive 
outcomes

Excel at best practices

Enhance business 
office processes Maximize patient safety Retain nursing staff

Deliver timely and 
effective care

Engage staff in decision 
making process

Cultivate safe 
reporting environment

Understand role in 
quality program

Recruit and train 
quality Staff & 

Clinicians

Share information with 
Staff & Clinicians

Collaborate with 
medical staff

To meet 
financial goals 

we need to…

To have satisfied 
customers we 

need to…
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To support 
our people 

we need to…


