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Veterinary Specialty
Practice Alliance

Balanced Score Card Approach to Strategic Planning

The Balanced Score Card

Financial Customer

Vision, Mission,
and Values

Internal Processes Learning and Growth

* Strategic Objectives

+ Strategic Initiatives

* Performance Measure
+ Goals/Targets

* Action Plan

Why do it? Itis...

Why the Score Card?

* Increase focus on strategy and results
* Improve organizational performance by measuring what matters

« Align organization strategy with the work people do on a day-to-day
basis

* Focus on the drivers of future performance
* Improve communication of the organizations operating principles

* Prioritize projects and Initiatives
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PVH Implementation: How It Was Done

The Process

Form a Team" Train Develo_p D_e_vel_op Develop
. Strategies. Initiatives Work Plans
ocos
) a
Strategy to Initiative
ET— Strategy Map Initiatives
PERSPECTIVE  PVH DEPART  INIATIVES
Clent CreateLasting Relationshp ™ Particpatein Community events (Canine Performance Center)
Cresingstron LatingRelationships Preventon Clent CreatingLasting Rlatonshp w Develop & mplement customer satsfacton measurement survey

oD Employee Best lace o work MR Conduct Employee Survey
Employee Compensaton Senefts " Improve Employee Understanding of Senefs
Employee Compensaton senefts w implement Merit ay Planin 2013
Emplayee Developing Tlent " Implement an employee traning program

s Erployee Developing Tlent ™ Support Doctr Traiing - G5 etc
Erployee Developing Tlent ™ Clent, PYH tatand rDVM accation an Awreness
Grployee Developing Tlent w 100% of employes entalld in b speciic traiming plan
Employee Developing Tlent w Complete 100% ofEmplyee Reviews o ime
Employee Developing Tlent wa Dexelop work la o use ntens i Ambulatory care
Employee Mansgement EmployPractice Manager
Financil Goasand busines performance Admin Proide LT and Ouners with financil eports
Financil Revene Growth " Expand Practice Avea
Financial Revene Gronth e Increas the number of Cses per day
Financil Revene Gronth na Increas the revene per ase
financil Revenve Growth e Change piceperception help by customers
Financil Revenue Gronth wa Incresze Communictions

e e o s ot IV —————-
Financil Revenue Gronth A Wik beteruse of nerns
Processes Continvous Improvement Admin  Implementa PUH appropriat nternal Productiviy System
Processes Continuous Improvement wa Implement Geographicl schecuing
Eichaceler sy SOm ane Processes ffective Commurications w Actiateand Usethe Compaint system
L L N L ) Processes Integrated Medical Sevices
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Example

[MEASUS
Knowledge of benefits

of Work Plan

OBJECTIVE
Improve Employee Understanding of Benefits

INITIATIVES
Monthly training for employee benefits PVH & SVS.

Employee Satisfaction

Improve Employee Satisfaction

Employee Survey, 60 day meeting of all hospital
staff, reward and recognition

Compensation Strategy

Fairly compensate employees at a competitive wage rate

To provide all employees a performance based compensation

Implement a comprehensive compensation strategy
by 04/30/2013

Implement a Performance Review system linked to
the Compensation strategy by 04/30 2013

Employee Training Program

Formulate an employee training program

Hire a practice manager
Initialtraining guidelines in place 90 day after
manager is hired

Drug free work environment

Provide 3 drug free work environment

Drug testing before hire
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Pilchuck Veterinary Hospital Balanced Scorecard
Initiative Worksheet

Department:  small anmal
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Pilchuck Veterinary Hospital Balanced Scorecard
Initiative Worksheet
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Financial Discussion and Other Information
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mﬁlﬁ‘ Pilchuck Veterin.a.ly .Huspital Balanced Scorecard
Pilchuck Initiative Worksheet
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Pilchuck Veterinary Hospital Balanced Scorecard
Initiative Worksheet

Department:  Ertire Hospitl
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Strategy to Initiatives: Seattle Veterinary Specialists

PERSPECTIVE
Client/Patient
Cllent/Patient
Client/Patient
Our People
Our People
Our People
Our People
Our People
Financial
Financial
Financial
Ifrastructure
Ifrastrueture

Ifrastructure

SVS STRATEGY DEPART  INITIATIVES START  RESPONSIBLE
9/1/10A
by 12/31/2015 prann
12731 9/1/14taura
" 9/1/143im
Great place to work Gefine the "Great Place to Work” program 01/01/2015 /11448
Great place to work Develop employee engagement program 01/01/2015, /11448
Learning Organization Develop Skil Training program for medical staff by 09/01/2014. 7114t
Learning Organization 1/1/14HR
Increase revenue Bi-annual fee ncreases 2-4% 4/1115A1
Increase revenue. Reduce fees lost o improper charge capture REYAT seetasks
Increase revenue
Maximize use of technology Implement New practice management software by 12/31/2015 8/1/143im
Maximize use of technology Implement an IT plan by 1/1/15 7/1/145m
Maintain Equip & Facilties unoccupied space plan by 06/30/15 (Kirkiand) 11/155m
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Wrap Up (KEY SUMMARY POINTS) Q& A




