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At present, public sector administrators pay a great deal of attention to
performance measurement. Having a tool using indicators that is genuinely
reflective of performance can provide useful information applicable to the
enhancement of performance to the end of being better able to meet
organizational goals and objectives.
In this dissertation entitled “The Formulation of Performance
Indicators for Healthcare Purchaser Organizations: A Case Study of the
National Health Security Office,” the researcher investigates the components

and criteria used in organizational measurement and evaluation. The outcome
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of this analysis allowed the researcher to synthesize a tool allowing for the
application of accurate performance indicators that can be used by the
National Health Security Office (NHSO) in a fashion congruent with its
organizational goals. These indicators should also prove acceptable to all
stakeholders.

In this research investigation, the researcher collected qualitative data
using the Delphi technique through soliciting the opinions of thirteen experts
in the development of the health security system in the Kingdom of Thailand
and five developers of indicators and organizational evaluation. The opinions
of these experts were solicited in three rounds. In the first round, open-ended
questions were used in soliciting opinions concerning salient issues in order to
have an overview of a putative indicator framework. Next, the opinions of the
experts were synthesized and used to construct a closed-ended questionnaire.
In the second round, this closed-ended questionnaire was used in soliciting
opinions from the original group of experts. The data collected from the
second round were thereupon analyzed to determine the median and the
interquartile range. The median was used in considering the feasibility of
developing performance indicators for healthcare purchaser organizations.
The interquartile range was used to ascertain the degree of congruence of the
answers given by all of the experts taken collectively so as to determine
whether the congruence was high or low. The next step was to take the results
of the second round of analysis and to present them to the original group of

experts so as to solicit their opinions in the third round. The results could be
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confirmation of earlier opinions or an opportunity to change one’s opinion.
After collecting the third round opinions, the researcher analyzed the data
collected in order to obtain the median and to establish the consensus view of
the experts. It is of importance that in all steps, the experts had no knowledge
of the opinions expressed by the other individual experts.

In the final step, in order to obtain acceptance of the expert consensus
for indicators, the results were shown to forty-five NHSO administrators who
used indicators.

Findings are as follows:

I. Regarding the dimension of measurements that could be used to
measure health system efficiency, equity, quality, and social accountability,
the researcher was able to obtain successful measurements useful from the
perspective of management in respect to the aspects of service provision,
collaboration between the organization and stakeholders, innovation and
learning, and outcomes. The dimension of successful measurement in the
aspect of establishing the provision of services in accordance with the
National Health Insurance Act, B.E. 2545 (2002) was the most important
indicator because it reflected the function and the objectives of a health-
services organization.

2. There were sixty-seven performance indicators which were found to
be appropriate at the high to the highest level and which were congruent with
the opinions of the experts at the high to the highest level. Only one issue was

found to exhibit congruence at a moderate level, namely, the level of success
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in risk management as indicated by the long-form summary report to be
prepared with the aid of the manual for risk management. NHSO
administrators accepted all of these sixty-seven indicators at levels ranging
from the high to the highest level.

In connection with the classification of indicators in accordance with
organizational types in the future, the researcher found that indicators for high
performance organizations played the most important role in indicating
whether such an organization would be successful in obtaining its goals.
However, such indicators for health organizations and innovative
organizations were at lower levels of importance. Still, they were indicators
that were indicative of high performance organizations showing that they
were able to reach their goals.

In classifying indicators in accordance with operational processes, the
researcher found that the output indicator was the most important indicator.
This finding is consistent with the notion of result base management (RBM)
in which stressed is the importance of successful performance in lieu of
emphasizing organizational processes as is the wont nowadays in Thai public
sector performance assessment.

In classifying indicators by reference to two types of measurement—
corporate and business key performance indicators (KPIs)—the researcher
increased the number of corporate KPIs from twenty-four to twenty-eight.
Among these twenty-eight indicators, fifteen indicators were new indicators

derived from research results. On the other hand, in regard to business KPlIs,
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the researcher reduced the number of indicators from seventy-nine to thirty-
nine. However, the research results actually paved the way for formulating
thirty-four new business KPIs. All of these indicators were general
organizational indicators which supplement the current register of indicators
being used. It may be concluded that if NHSO decides to continue measuring
success in performance using business KPls, it should consider adopting these
thirty-four indicators in addition to the ones currently being used.

On the basis of the research findings, the researcher would like to
suggest that a degree of flexibility should be allowed in measuring the success
of performance. In this fashion, organizations would be given opportunities
to make changes in regulations and methods in response to the developing
characteristics of the situation in which they are found and adapting in a more
appropriate manner to the dictates of organizational mission and planning.
Opportunities for the participation of both intra-and extra-organizational
stakeholders should be allowed in the process of goal determination and
indicator formulation. Such indicators should be both meaningful and
consonant with the expectations of all segments. However, the tool of using
indicators that have been developed for measuring organizational success is
only one way in which information useful for making management decisions
can be efficiently gathered and subsequently used. Administrators must
consider other factors when making decisions, especially environmental
factors which are nowadays not only exceedingly complex but which quite

rapidly change in fundamental respects.
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