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Executive Summary 
 
Performance management and patient strategies are two particularly pressing issues for 
the Ontario health care system.   
 
The system has to operate in the context of people, process and technology barriers, as 
well as the implications of government involvement and the still fragmented nature of the 
health care sector – mostly locally managed hospitals containing a multiplicity of semi-
autonomous professional practices.  
 
Ontario health care has huge investment and operational needs, but limited room to 
spend more money since health care already accounts for the largest item in the Ontario 
budget.  However, demographics, advances in medicine and technology, business 
process challenges, ever rising costs, the potential for an epidemic, and consumer 
demands all point to significant additional funding demands ahead.   
 
Some early adopter health care institutions around the world are realizing performance 
gains.  Technology providers like SAS have played a prominent role in this, applying 
data driven approaches to prioritizing and allocating resources.  Real improvements are 
being achieved in operational effectiveness – setting strategy, decisioning, acting, 
measuring, and increasing patient satisfaction.  
 
Against this background, SAS held a half-day seminar in Toronto on November 29, 2005 
to address some of the most current and pressing issues that healthcare providers are 
facing.   
 
An audience of eighty health care management professionals, advisors, and policy 
setters gathered to hear such topics as: 
 

 Healthcare quality improvement through standardization of measures and 
reporting  

 The application of a Balanced Scorecard performance management 
methodology to drive strategy more efficiently and meet objectives  

 The development of regionalized healthcare to better plan, co-ordinate and fund 
the delivery of local healthcare services  

Three guest speakers from the front line of health care management covered both 
strategic and operational aspects.  Dr. Kenneth Kizer is President and CEO of the 
National Quality Forum in Washington; Dr. Michael Gustafson is VP of Clinical 
Excellence at Brigham and Women’s Hospital in Boston. Dr. Vince DiNinno is Vice 
President, Medical Services, Palliser Health Region in Alberta. 
 
Some common findings from these health care practitioners were: 
 
1. Small changes in critical elements (key “change levers” or “leverage points”) can 

produce very large changes in performance  

• The capability to manage large amounts of data can help the critical elements 
change process  
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2. Doctors and nurses must be more involved in change strategy from the outset  

• The contributions from these two key groups has been proven to be crucial to 
making optimal decisions and securing staff cooperation 

 

3. Leadership committees can be reorganized around the strategy map, with monthly 
review and follow up of metrics and adverse trends  

• The balanced scorecard approach has been found to be an excellent discipline 
for organizing strategies and creating action items around the strategies 

 

4. Performance information needs to flow continually to front line staff so they can tell if 
they are on target 

• Posting results to be accessible to all personnel is recommended for both 
operational and communication enhancement 

 

5. There is an investment reality gap – many Ontario  hospitals need better technology 
infrastructure such as PCs and networks to move data internally 

• The technology discussed in this Paper for enhancing health care performance 
requires facilitating technology platforms to be available 

 

These and other comments made in the seminar are discussed in the rest of this 
document under the three topics of Leadership, Management, and Delivery.   
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