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Cheng Shun-Ping (#F %)
Taipei Hospital, Ministry of Health and Welfare, Taiwan

[Introduction]

Taipei Hospital is a teaching hospital at the regional level under the Ministry of Health
and Welfare. Since 2020, the hospital has fully implemented the Balanced Score Card (BSC)
performance management system. Following the hospital’s mission of “Providing quality
healthcare and fulfilling social responsibility,” the purpose of “Holistic care with integrity
and innovation,” and the vision of ”“Safeguarding public health, setting an example for
government hospitals,” we have planned strategic themes for the hospital. By integrating four
key perspectives — financial, customer, process, and learning — we engage goal management to

enhance the effectiveness of hospital management.
[Purpose]
This introduction presents Taipei Hospital’s three—year journey in implementing BSC to
achieve sustainable governance, ethical management, smart healthcare, digital transformation,

environmental friendliness, and energy conservation. We aim to share our experience in

hospital transformation.

[Method]

Taipei Hospital has 40 BSC teams that follow the hospital’s governance structure and
policies from top to bottom, ensuring consistent and stable growth. Since 2020, we have
entered a new era of digital transformation in healthcare by fully adopting the “Integrated
Innovative Medical Information System (TnHIS),” accelerating the development of smart
healthcare and actively pursuing digital transformation. In 2023, we established a Sustainable
Development Promotion Office to keep pace with global sustainability trends. We combined our
medical core competencies with innovation and service to establish strategic sustainability

guidelines and collectively work towards sustainable development goals

[Results]

Adhering to our mission as a public hospital, we strive to understand social needs and
have long been concerned with disadvantaged groups. Under the excellent leadership of our
Superintendent, we have nurtured numerous outstanding medical professionals and utilized
advanced medical technologies and equipment. This has benefited countless local residents and
gained wide public recognition. We continue to deepen our community involvement and expand
international medical services, constantly creating new value in healthcare through innovative

thinking, building excellent medical service quality, and safeguarding public health.

[Conclusion]
By leveraging our successful BSC experience as a model, we continue to promote healthcare
sustainability policies and enhance the hospital’ s influence. We aim to become a leader among
hospitals under the Ministry of Health and Welfare in promoting both sustainable and digital

transformation.
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Enhancing Community Health Services with Balanced Scorecard Strategy
Management in the DX Era: The Experience of Show Chwan Health System

Chen Jin-Tang ZL[AIAF%EE Chen Chia—Chi

Show Chwan Memorial Hospital, Medical Association

[Introduction]

As global healthcare shifts from hospital-centric care to integrated community health services, Show
Chwan Health System in Taiwan has been at the forefront. Since 2000, Show Chwan has prioritized community
health promotion and established the Community Health Development Center in 2015, covering eight hospitals
in northern, central, and southern Taiwan, and five major foundations. Leveraging the Taiwanese government’ s
emphasis on digital transformation, Show Chwan optimized digital resource allocation, strategic planning
and performance tracking through the Intelligent Balanced Scorecard (iHBSC) system, creating a comprehensive

community health management model.

[Purpose]

This study aims to explore the strategies and outcomes of the Community Health Development Center in

implementing the iHBSC system and integrating digital transformation technologies to enhance community health

[Method]

The Community Health Development Center’s operations are divided into five groups: ”“Community Preventive
Health Care

Services,” and “Community ESG.” Five strategic themes were established: “Integrating System Resources and

”

“Community Public Relations,” “Community Health Promotion,” ”“Community Long-Term Care

” o ”

Promoting Preventive Medicine, Optimizing Public Services and Building Trust,” “Constructing a Long-Term

” o

Care Network and Caring for the Dementia and Disabled Population, Connecting Social Resources and Protecting
Community Health,” and “Promoting ESG and Achieving Sustainable Development.” Annual consensus camps utilize
the iHBSC system for strategic planning and calibration. In 2024, SWOT analysis identified external
opportunities in information and remote technologies, which, combined with internal strengths, led to the
development of digital transformation-related strategic objectives and KPIs. Performance is tracked monthly

and weekly key business reports are conducted by each group

[Results]
In 2024, the iHBSC system helped establish 27 strategic objectives and 50 KPIs to measure their achievement.

Each KPI’ s execution was tracked using A3 report cards and PDCA steps. Key strategic objectives related to
digital transformation included: Learning and Growth: Developing Telehealth Care; Processes: Developing
Chronic Disease Telehealth Care and Precisely Allocating Community Medical Resources; Customer: Establishing
Brand Value, with 5 KPIs. As of June 2024, 36 out of 50 indicators were green lights (achievement rate =90%),
with an overall score of 93.58. Among the 5 KPIs related to digital transformation, 3 were green lights and
2 were yellow lights, specifically the Continuity of the Community/Long-Term Care Interactive Website and

the Number of Units Participating in Community Long-Term Care Video Teaching

[Conclusion]

Since 2021, the iHBSC system in Show Chwan Health System has unified the management of increasing
community operations and provided crucial data for future big data analysis and strategic planning. The
system’ s flexibility allows for rapid strategy adjustments, facilitating effective management and
communication, thus enhancing the efficiency of strategic planning and execution. The integration of digital
transformation technologies ensures continuous innovation and efficient development in community health

promotion

[References]

Kaplan, R. S., & Norton, D. P. (1996). ”“Using the Balanced Scorecard as a Strategic Management System.”
Harvard Business Review.
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Implementing Strategy Management Combined with ESG in Hospital
Nutrition Department Personnel Management

Hsieh Hui-Min
HE[FEAFSEE Wang Wei—Ning, Chen Yen—Chien, Chan Yi—Jui, Yang Wen—Ching

Food and Nutrition Department, Taichung Veterans General Hospital, Taiwan, ROC

[Introduction]

Taichung Veterans General Hospital is the only public medical center in central Taiwan, with 1,632 beds
and more than 5,000 employees. The average bed occupancy rate exceeds 90% making the dietary supply for
inpatients a crucial task. The kitchen work is demanding, and the hospital kitchen provides meals year-round
without rest, coupled with the complexity of patients’ diets, challenging personnel management and quality
management in the hospital’s kitchen. Personnel governance is an essential aspect of ESG, and how to retain
front—line employees is a critical issue for organizational institutions. Using strategic management to

retain front—line staff is the goal of the unit’s efforts.

[Purpose]

The aim is to establish a good working system by creating a friendly work environment, improving colleague
relationships, and simplifying work processes to enhance job satisfaction, generate organizational identity

reduce employee turnover, and maintain the quality of meal supply

[Method]

The Balanced Scorecard’ s four perspectives are utilized to construct a friendly and responsible workplace
through skills inventory and personnel work surveys, conducting multi-skilled personnel training. A culinary
exhibition is held to provide chefs with opportunities to showcase their culinary skills. The kitchen
environment is improved by simplifying menus, meals, and processes through subtraction methods. In terms of
establishing organizational culture and a sense of belonging, there is a mentorship system for newcomers
birthday celebrations, and gatherings are organized. During meetings, patients’ compliments are shared,
allowing staff to narrate their stories in a narrative manner, enabling them to feel seen, understood, and
embraced, experiencing the vibrancy of every life during the sharing process. Awards are given to outstanding
service personnel to encourage staff positively, and the current state of kitchen work is photographed to
let everyone see the hard work of kitchen staff, generating encouragement and recognition. Full attendance

bonuses and employee salaries are adjusted upwards.

[Results]

Over 60% of on-site staff have been trained, and the workflows of 16 classes have been reorganized to
reduce staff movement. Patient compliments were shared, completed the production of the kitchen work video
The hospital director awarded outstanding service personnel, and salary adjustments were made by up to 23%.
Stabilizing personnel turnover rates (turnover rates decreased from 7.6% in 2020, 3.3% in 2021, 2.3% in 2022

to 2.0% in 2023) and maintaining normal meal supply quality.

[Conclusion]

Kitchen frontline staff are crucial in maintaining service quality. By simplifying tasks, increasing
salaries, providing training, and enhancing organizational identification, a better work environment has
been created. In the future, more changes can be made, including automation of machinery and equipment,
introduction of artificial intelligence, improvement of salary benefits, and incentive systems, making

kitchen operations and management more advanced and more attentive to personnel development and achievements.

[References]

Joseph Fuller, Manjari Raman, 2023.06 Harvard Business Review, The High Cost of Neglecting Low-Wage Workers
Zeynep Ton, 2023.06 2023.06 Harvard Business Review, The Obstacles to Creating Good job.

Zhong Jian—Xing, 1987, A Study on Motivation Factors for Frontline Employees
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