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ABSTRACT

The present study aims to examine the relationships (1) between organizational
size and the use of financial and non-financial performance measures; (2) between quality
strategy and the use of financial and non-financial performance measures; and (3) between
financial and non-financial performance measures and performance.

The population of the study is 838 public hospitals under the Ministry of Public
Health in Thailand. Sampling method is purposive method, by selecting only hospitals located in
southern region of Thailand. Data were collected using a questionnaire survey. A questionnaire
package was sent to 153 directors of the public hospitals located in southern Thailand. Only 75
questionnaires were returned and used for data analysis (response rate = 49.02%)).

Data analysis includes the descriptive statistics and multiple regression analysis.
The results from the multiple regression analysis indicate that hospital size is not significantly
associated with the use of financial and non-financial measures. This is because the Ministry of
Public Health that oversees public hospitals in Thailand does categorize the use of measures
based on the hospital size. However, the results of this study reveal a positive and significant
relationship between quality strategy and the use of financial and non-financial measures. This
indicates that hospitals placing more emphasis on a quality strategy make a greater use of
financial and non-financial measures. This is because the use of financial and non-financial
measures can provide the useful feedback for the hospital management to improve service quality.

In addition, the study found the use of non-financial measures in customer
perspective has a positive and significant relation with the performance. As hospital use more
non-financial measures from the customer perspective, they are able to achieve higher

performance. The hospital can use the feedback from customers to improve their services, leading



®)

to higher customer satisfaction and retention. However, the study found an insignificant
relationship between the use of non-financial measures from the internal business process and
learning and growth perspectives and the hospital performance. Public hospitals in Thailand may
use measures from these perspectives for preparing a report for the Ministry of Public Health.
Nevertheless, these measures have not been used for a management control purpose to improve
the hospital performance. These measures were not linked to the strategic plan and the rewarding
system. Therefore, the use of measures from the internal business process and learning and
growth perspectives cannot help hospital to increase their performance.

The results of this study can help the hospital management to design a set of
financial and non-financial measures to suit the hospital quality’s strategy. The hospitals should

make a greater use of measures from the customer perspective to enhance the performance.
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