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Role of KPI’s in effective management of healthcare organizations ? 



KPI: Key performance indicator 

Allow the synthetic evaluation of complex phenomena  

and support management decisions 

 

Main concept is: 

Validity 

Accuracy 

Reliability 

Measurability 



INTERNATIONAL 

NATIONAL 

INTER-REGIONAL 
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PROVINCIAL 
 

HOSPITAL 

KPI: Business Intelligence 

Role of KPI’s in effective management of healthcare organizations 
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Policy: How to interpret the data 







Italian National Program of outcomes in Health System 

 10 Areas (cardiovascular, 

cerebrovascular, hospitalization,  

surgical procedures, digestive 

system, infectious diseases, 

skeletal muscle, urogenital, 

pediatrics, perinatal 

 National Health System defines 

the minimum number of 

interventions that a structure  

must do to ensure the 

professionalism required and 

not to design the ranking of the 

most virtuous structures 

165 indicators 



Citizen decision support tool  





308 indicators 



Indicators global evaluation and their Trend 



Benchmarking and best practice sharing 



Easy? 



308 indicators 

Risk of data overload? 



Regional Program for the evaluation of health outcomes 

2 Main Areas: 

Hospital 117 indicators: volume of activity, mortality, complications, 

reinstatements in the hospital, surgical procedures 

 

Primary Care 31 indicators: hospitalizations, complications, reinstatements 

in the hospital, surgical procedures 



Clinical Pathway and Guidelines 



Dott.ssa Katy Pelagagge 

Province level 



not only Statistics… 

Statistical methodology Statistical Formula 



Accountability and transparency 
Why and evidence based Extraction Protocol with inclusion  

and exclusion criteria 



Kazakh Regional 

Ranking 





WHO definition of Hospital indicators 











Private Automatic Business Intelligence Support  



Kazakhstan 





Hospital: What is it? 



Rural Vs Urban Areas 
 
Same indicators? 
 
Same Policies? 
 
 
 

Maybe Not? 



Future Hospital: What is it? “Homecare” 



Health care residences or Nursing home care 

Nursing homes are a type of residential care that provide around-the-clock nursing care for elderly persons who require a 
certain level of medical care and/ or assistance. Twenty-four hour nursing care is available to ensure that all medical needs 
and personal/daily needs are being addressed. Nursing homes will provide short-term rehabilitative stays following a surgery, 
illness or injury which may require physical therapy, occupational therapy or speech-language therapy. Nursing homes offer 
other services such as planned activities and daily housekeeping services. Nursing homes may also be referred to 
as convalescent care, skilled nursing or a long term facility. Nursing homes will often times either include memory 
care services or have a separate area specified for memory care 



• Percentage of guests taking sedative / anxiolytic /sleeping pills 

• Percentage of guests with physical restraint present in the period, with physical restraint not for postural purposes 

or safeguard. 

• Average number of cleaning baths on a monthly basis, for guests who do not have health contraindications to take 

a bath 

• Resident and Attending Guests Percentage (for more than 6 months) satisfied with the reception path in the 

information phase, orientation, presentation of services and management mode about entrance into structure 

• PAI (Individualized care plan)/ PEI (Individualized education plan) percentage that includes the identification of an 

operational manager 

• Satisfaction of intervention co-ordination (planning, management unexpected, reliability and continuity of 

communication with the service) 

Health care residences or Nursing home care 
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….but we can also calculate 
indicators for departments, 
individual ward level, polyclinics, 
etc… 



Intra-hospital data 
management 

Business 
Intelligence 

Management 
Control System 

Projects 
Assessment Health Technology  

Assessment 
Internal  Policy 

Assessment 

Strategic 
Development 

Balanced score 
cards 

Regional KPIs 
monitoring 

National and 
Regional Policy 

Monitoring 

Integrated 
Goals and Targets 

for each 
department 

KPIs 



Future of KPI?  Open Data  

Disruptive 
innovation? 



Start-up on real time KPI thanks to Open data 



Tips For Managers 
 

• KPIs should be watched not by their single value but only to benchmark with others or evaluate the trend. 
• KPIs should be watched only as a direction to improve not a cut off limit. 
 

Why?       Because they can cause negative effect!! 
 

Tips and examples: 
 Time limit can stress to hurry and in some case where the organization is not ready can cause worst 

damages. 
• Hip fracture with 2 days and increase of infections  

 Always map all your local context processes and create your specific indicators. 
• PCA return in on first aid becaus ethe bed was not ready  

 Use KPIs wisely and think about people in your institutions.  
• Example 15% of the teaching staff should pass the IELTS and TOFLE exam. 

 Create internal policies to collect data and make control. Wrong data can mislead your institution.  
• Don t cheat on indicators because you can loose your job.  

 Data collection and analysis should be totally independent from who is the controlled 
 If you can’t measure it yourself you should not use it; moreover you can't manage what you don't measure !!  
 it has to be clear what the Key Performance Indicator (KPI) is exactly important for  
 keep your KPI SMART ! 
 



• Specific - It has to be clear what the KPI exactly measures. There has to be one widely-accepted definition of 

the KPI to make sure the different users interpret it the same way and, as a result, come to the same and right 
conclusions which they can act on. 

• Measurable - The KPI has to be measurable to define a standard, budget or norm, to make it possible to 

measure the actual value and to make the actual value comparable to the budgeted value. 

• Achievable - Every KPI has to be measurable to define a standard value for it. It is really important for the 

acceptance of KPI’s and Peformance Management in general within the organization that this norm is achievable. 
Nothing is more discouraging than striving for a goal that you will never obtain. 

• Relevant - The KPI must give more insight in the performance of the organization in obtaining its strategy. If a 

KPI is not measuring a part of the strategy, acting on it doesn’t affect the organizations’ performance. Therefore an 
irrelevant KPI is useless. 

• Time phased - It is important to express the value of the KPI in time. Every KPI only has a meaning if one 

knows the time dimension in which it is realized. The realization and standardization of the KPI therefore has to be 
time phased. 

The KPI should be S-M-A-R-T 



NO DATA = NO KPI 

Databases and IT infrastructure development is a must  

but  

Business Intelligence is needed to interpret and summarize the data to 

synthetically evaluate complex phenomena and support management decisions  

avoiding overload of information of the decision maker 

  

Before ending… 



Thank you for your kind attention !! 


