
Hudson River Psychiatric Center

BALANCED SCORECARD - FIRST QUARTER (JANUARY, FEBRUARY, MARCH) 2000

FINANCIAL PERSPECTIVE
Score:    /12 %

CUSTOMER PERSPECTIVE
Score:   /16 %

INTERNAL BUSINESS PERSPECTIVE
  Score:   /32 %
  

INNOVATION AND LEARNING PERSPECTIVE
Score:   /20 %

 

OVERALL SCORE:        /80  ( %)

             FINANCIAL                           CUSTOMER PERSPECTIVE           INTERNAL BUSINESS     INNOVATION&LEARNING

PERSONAL SERVICES
       Score /4

INCREASE
CUSTOMER/STAKEHOLDER
SATISFACTION WITH SERVICES
                    Score /16

QUALITY TREATMENT
SERVICES
              Score /16

DEVELOP STRATEGIC SKILLS
AND COMPETENCIES
                    Score /8

NON-PERSONAL
SERVICES
       Score /4

PROVIDE SAFE
THERAPEUTIC
ENVIRONMENT  
              Score /16

IMPROVE TECHNOLOGY
INFRASTRUCTURE
                   Score /4

 ROSS

       Score  /4

CLINICAL OUTCOMES
ASSESSMENT
                    Score /8

Total /12 Total /16 Total /32 Total /20
%
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HIGHLIGHTS

The First Quart er 2000 Balanced Scorecard presents the fi rst  quart er of  data w ith the revised indicators.  The number of indicators has been reduced to twenty overall.  In the
area of Cust omer Perspect ive,  the scoring of  satisf act ion survey it ems have been combined to prov ide an overall measure f or each survey.   The f indings are as fol low s:

 PERSPECTIVES HIGHLIGHTS

FINANCIAL All t hree indicators received the         score, resulting in a score of     %  for
overtime, unit  budgets and Ross Building construct ion.

CUSTOMER This quadrant received a score of   %  w ith t he highest satisf action expressed by
out patients and the low est by  inpat ients.

INTERNAL BUSINESS The Internal Business Perspective was scored at % w ith t he highest scores being
received in the areas of  staff  training compl iance and serious incident  rates
follow ed by census management  and medical records clinical pert inenc e review
results.  The lowest scores continued in the areas of                                            .

INNOVATION A ND LEARNING This quadrant scored      %, rat ing staff  continuing education, complet ion of
performance evaluations, and computer training.    

Trended Scores 2000

QUADRANT Qtr 1 Qtr 2 Qtr 3 Qtr 4

Financial
Perspective %

Cust omer
Perspective %

Internal Business
Perspective  %

Innovation and
Learning
Perspective  %

TOTAL SCORE  %
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FINANCIAL OUTCOMES

OUTCOMES/INDICATORS SCORE CRIT ERIA POINTS RATIONALE/FOLLOW-UP

OPERATION WITHIN BUDGET

PERSONAL SERVICES

1 . Overtime expenditures are w ithin the

overtime allocation. 1

2

3

4

5

Overtime expenditures are met or underspent.

Overtime expenditures are overspent by up to

and including 10% .

Overtime expenditures are overspent by

betw een 11 and 15% .

Overtime expenditures are overspent by

betw een 16 and 20% .

Overtime expenditures are overspent by

greater than 20% .

4

3

2

1

0

NON-PERSONAL SERVICES

2 . Unit  budg et ex pendit ures are w ith in

the Unit budget al location.
1

2

3

4

5

Unit  budg et ex pendit ures do  not  exc eed bud get

allocat ions.

Unit budget expenditures are exceeded by up

to and including 5% .

Unit  budget  expenditures are exceeded by 6  to

1 0 % .

Unit  budget  expenditures are exceeded by 11

t o  1 5 % .

Unit budget expenditures are exceeded by

m o re  t ha n 1 5 % .

4

3

2

1

0

ROSS

3 . Ross Building c onst ruct ion t arget s met
1

2

3

4

5

Building  com plet ion is at  or bet ter t han t arget .

Building completion is wit hin 5%  or less of

t a rg et .

Building  com plet ion is w ith in 6 -10 %  of  targ et.

Building  com plet ion is w ith in 1 1-1 5%  of  targ et.

Building  com plet ion is w ith in 1 6-2 0%  of  targ et.

4

3

2

1

0

TOTAL
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CUSTOMER PERSPECTIVE

OUTCOMES INDICATORS SCORE CRIT ERIA POINTS RATIONALE/FOLLOW-UP

INCREASE CUSTOMER/STAKEHOLDER SATISFACTION WITH SERVICES

1 . Inpat ient  con sum ers dem onst rate

satisfaction w ith service provided by the

faci l i ty using one overall score as the

measu re.

1

2

3

4

5

Overall  mean score of  1.0 -  1.24

Overall  mean score of  1.25 -  1.49

Overall  mean score of  1.50 -  1.74

Overall  mean score of  1.75 -  1.99

Overall m ean sco re 2 - 3

(Note range is from 1 t o 3, w ith one being

completely satisf ied and 3 being

completely dissat isf ied.)

4

3

2

1

0

2 . Out pat ient  con sum ers dem onst rate

satisfaction w ith service provided by the

faci l i ty using one overall score as the

measu re.

1

2

3

4

5

8 0 - 1 0 0%  o f  s ur ve y r es po nd en t s

6 0 - 7 9 %

4 0 - 5 9 %

2 0 - 3 9 %

Less than 20%

4

3

2

1

0

3 . Family members demonstrate satisfaction

w ith service provided by the faci l i ty using

one ov erall score as t he measu re.

1

2

3

4

5

8 0 - 1 0 0%  o f  s ur ve y r es po nd en t s

6 0 - 7 9 %

4 0 - 5 9 %

2 0 - 3 9 %

Less than 20%

4

3

2

1

0

.

4 . Staf f  demonstrate sat isfact ion wi th service

prov ided by the fac il ity .

1

2

3

4

5

8 0 - 1 0 0%  o f  s ur ve y r es po nd en t s

6 0 - 7 9 %

4 0 - 5 9 %

2 0 - 3 9 %

Less than 20%

4

3

2

1

0

TOTAL
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INTERNAL BUSINESS PERSPECTIVE

OUTCOMES/INDICATORS SCORE CRIT ERIA POINTS RATIONALE/FOLLOW-UP

QUALITY TREATMENT SERVICES

1 . HRPC is wit hin c ensus t arget . 1

2

3

4

5

Census t arget  is met  or below  targ et .

Census is up  to  and inc luding  5%  over t arget .

Census is up  6-1 0%  over t arget .

Census is 1 1-1 5%  over t arget .

Census is m ore t han 1 5%  over t arget .

4

3

2

1

0

2 . Inpat ient  w ards and p rogram  areas

meet  Program Rev iew  crit eria.

1

2

3

4

5

90 -10 0%  of  review  crit eria

8 0 - 8 9 %

7 0 - 7 9 %

6 0 - 6 9 %

Less than 60%

4

3

2

1

0

3 . Inpat ient  M edical Reco rds 

Cl in ical  Pert inence

Review s meet  Ut ilization  Review

stan dards.

1

2

3

4

5

85 -10 0%  of  record s review ed

7 0 - 8 4 %

5 5 - 6 9 %

4 0 - 5 4 %

Less than 40%

4

3

2

1

0

4 . Outpatient M edical Records Meet UR

Standards

1

2

3

4

5

85 -10 0%  of  record s review ed

7 0 - 8 4 %

5 5 - 6 9 %

4 0 - 5 4 %

Less than 40%

4

3

2

1

0

SUBTOTAL
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INTERNAL BUSINESS PERSPECTIVE

OUTCOMES/INDICATORS SCORE CRIT ERIA POINTS RATIONALE/FOLLOW-UP

SAFE AND THERAPEUTIC ENVIRONMENT

1 . The pat ient -related  lost  tim e staf f

injuries rat e is at or  below  targ eted

rate.

1

2

3

4

5

Quart erly rat e is at or  below  th e OM H rat e

Quart erly rat e is no m ore t han 5 %  great er th an

th e OM H rat e

Quart erly rat e is no m ore t han 6 -10 %  great er

th an t he OM H rat e

Quart erly rat e is no m ore t han 1 1-1 5%  great er

th an t he OM H rat e

Quarterly rate is over 15 %  greater than the

OM H rat e

4

3

2

1

0

2 . Restraint  usage is at  or below  targ eted

rate.

1

2

3

4

5

Quart erly rat e is at or  below  th e OM H rat e

Quart erly rat e is no m ore t han 5 %  great er th an

th e OM H rat e

Quart erly rat e is no m ore t han 6 -10 %  great er

th an t he OM H rat e

Quart erly rat e is no m ore t han 1 1-1 5%  great er

th an t he OM H rat e

Quarterly rate is over 15%  greater than the

OM H rat e

4

3

2

1

0

3 . Mandated training compliance is at or

abov e targ et.

1

2

3

4

5

Training  com plianc e is 91 -10 0%

Training  com plianc e is 85 -90 %

Training  com plianc e is 80 -84 %

Training  com plianc e is 75 -79 %

Training com pliance is under 75 %

4

3

2

1

0

4 . Serious in ciden ts d o not  exc eed

benchmark.

1

3

5

Tot al serious inc ident  rate rem ains w ith in

HRPC upper co nt rol lim it

Tot al serious inc ident  rate eq uals HRPC upper

con tro l limit

To tal  seriou s inc id en t  rate ex ceeds  HRPC

upp er con tro l limit s 

4

2

0

.

SUBT OTAL

TOTAL
                              DEVELOPED BY JEAN  WOLFERSTEIG AND SUSAN DUNHAM HUDSON RIVER PSYCHIATRIC 07/2000
\
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HUDSON RIVER PSYCHIATRIC CENTER
                                                                                                    POUGHKEEPSIE, NEW YORK 12601     07/2000

                                                                              INNOVATION AND LEARNING PERSPECTIVE

OUTCOMES INDICATORS SCORE CRIT ERIA POINTS RATIONALE/FOLLOW-UP

DEVELOP STRATEGIC SKILLS/COMPETENCIES

1 . Targeted staff receive continuing

education related to patient population

served.

1

2

3

4

5

Clinical staff receive an average of:

3 h ours o r mo re per qu arter

2. 5  -2 .9 9 h ours p er quart er

2 - 2 .4 9 h ours p er quart er

1. 5  -1 .9 9 h ours p er quart er

Less th an 1 .5  hour s per quar ter

4

3

2

1

0

.

2 . Facility Performan ce evaluatio ns are

com plet ed on t ime f or all st aff .

1

2

3

4

5

95 -100% a re  on  t ime

8 0 - 9 4 %

7 0 - 7 9 %

5 0 - 6 9 %

Less than 50%

4

3

2

1

0

.

SUBT OTAL

IMPROVE TECHNOLOGY INFRASTRUCTURE (I.E., ACCESS TO INFORMATION AND COMMUNICATION)

BUILDING COM PUTER TECHNOL OGY

1 . Target ed st aff  are train ed in basic

com put er skills and soft w are

application s specific t o w ork

requirement.  

1

2

3

4

5

9 5 - 1 0 0%

7 5 - 8 9 %

5 0 - 7 4 %

2 5 - 4 9 %

Less than 25%

4

3

2

1

0

SUBT OTAL

                                                              DEVELOPED BY JEAN  WOLFERSTEIG AND SUSAN DUNHAM
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HUDSON RIVER PSYCHIATRIC CENTER
                                                                                                    POUGHKEEPSIE, NEW YORK 12601     07/2000

INNOVATION AND LEARNING PERSPECTIVE

OUTCOMES INDICATORS SCORE CRIT ERIA POINTS RATIONALE/FOLLOW-UP

CLINICAL OUTCOMES ASSESSMENT

1 . Outpat ient  consumers exper ience
improvements in functioning and
symptomato logy.

1

2

3

4

5

Overall im prov emen t,  w ith  great er
dif fic ult ies experien ced in  no areas
Overall im prov emen t,  w ith  great er
dif fic ult ies experien ced in  a few  areas
No bet ter,  no w orse
Overall w orse w ith  impr ovem ent  not ed in
som e areas
Overall w orse w ith  no im prov emen t n ot ed

4

3

2

1

0

As w as true betw een 1997 and
19 98 , t he re-surv eyed c lient s in
19 99  show ed a st atist ically
signif icant improvement over the
year on the total questionnaire and
th e subsc ales.

2 . Inpat ient  consumers exper ience
improvements in functioning and
symptomato logy.

1

2

 3  
4

5

Overall im prov emen t,  w ith  great er
dif fic ult ies experien ced in  no areas
Overall im prov emen t,  w ith  great er
dif fic ult ies experien ced in  a few  areas
No bet ter,  no w orse
Overall w orse w ith  impr ovem ent  not ed in
som e areas
Overall w orse w ith  no im prov emen t n ot ed

4

3

 2  
1

0

Patient s receiv ing risper idone,
olanzapin e and qu etiap ine show ed
impro vem ent in  the PA NSS
quest ionnair e fo r all medic atio ns.

SUBTOTAL

TOTAL
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