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Abstract

Introduction: To improve the strategic goals mentioned in the strategy map, it is necessary for
hospitals to measure them using measurement indicators. In this regard, we aimed to identify and
prioritize hospital performance indicators using the Delphi technique and the balanced scorecard.
Materials and Methods: This qualitative study was conducted in Montaserieh Hospital of Mashhad,
Iran, in 2015. The study population consisted of 12 senior hospital managers and health professors
who were selected via the expert sampling method. Initially, 68 indicators were selected at the
perspective of the scorecard by reviewing texts and then forming group discussion sessions. Finally,
using the Delphi method, 34 indicators were selected in two stages. These indices were presented in
the form of a checklist, and its face and content validity were established several times by the review
team, and its criterion validity was confirmed by categorizing the indices.

Results: In this study, the most important indicators of performance evaluation based on hospital
strategic planning were selected in the four perspectives of balanced scorecard as follows: 7
indicators in the growth and learning perspective, 13 indicators in the processes perspective, 7
indicators in the customer perspective, and 7 indicators in the financial perspective.

Conclusion: Given that indicators are defined at the top levels of the organization, managers must
understand the basics of measurement science, such that by choosing the correct control parameters
they can use indicators efficiently and prevent potential costs.
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