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Objective: This research aims to propose an effectiveness model for healthcare and hospital
services using strategic management accounting with an interpretive structural modeling (ISM)
approach.

Methodology: The current study is exploratory and applied. The necessary data for developing
the model were collected through semi-structured interviews with experts, specifically 15
accountants with over 10 years of experience, holding Master's and Doctoral degrees, and having
experience in the financial and accounting system of the healthcare sector. The research utilized
interpretive structural modeling (ISM) to design an applicable model.

Findings: Based on ISM, sixteen factors were identified across three levels. The effectiveness
factors for the healthcare and hospital services industry include enhancing the rate of recovery
return, improving patient satisfaction, increasing resource productivity, and amplifying the
economic impact on society, all of which are placed at the first level. These are the most
influenced factors of the model. The second level consists of factors enhancing supply chain
performance, including improving healthcare and hospital service quality, enhancing service
delivery time, improving interactions with suppliers, and increasing flexibility and adaptability.
These factors affect higher-level factors and are influenced by lower-level factors. Additionally,
strategic management accounting factors, such as cost and profitability measurement, service
quality measurement and monitoring, management of human, financial, technological, and
physical resource productivity, the use of advanced costing systems, linking financial
performance with operational and strategic performance, using financial and operational data for
strategic decision-making and performance improvement, using performance indicators to
monitor and evaluate performance, and strategic planning related to future financial and
operational perspectives, are placed at the third level, representing the most influential factors of
the model.

Conclusion: The conclusion of this study presents an effectiveness model for healthcare and
hospital services using strategic management accounting.
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EXTENDED ABSTRACT
Introduction

Enhancing the quality of healthcare services has become a paramount and challenging objective
for health systems globally, necessitating the collaboration of all components within a healthcare
framework, from managers and policymakers to service providers and consumers (Fiondella et al., 2016).
Quality, defined as meeting customer expectations, serves as a strategic and innovative mindset that drives
organizations toward sustainable survival in the volatile global market. In today’s competitive
environment, the significance of the customer—specifically patients—has escalated for healthcare
providers, as patient preferences and satisfaction directly influence the viability and reputation of
healthcare organizations (Huyenh, 2022). Consequently, understanding patient behaviors, interests, and
sensitivities is crucial for service providers to tailor their offerings, create value, and ensure high levels of
patient satisfaction. Implementing the value chain concept in the healthcare sector has emerged as a vital
approach to achieving patient satisfaction and, consequently, the sustainability of healthcare organizations
in the competitive landscape (Huyenh, 2022).

Strategic Management Accounting (SMA) was introduced by Simonds in the 1980s as a means to
integrate an external approach into traditional management accounting practices, aiming to support
strategic decision-making processes (Roslender & Hart, 2010). Bromwich (1991) further elaborated on
SMA, describing it as a more complex and specialized extension of traditional management accounting
that emphasizes stabilizing strategic and dynamic positions within organizations (Oboh & Ajibolade, 2017).
SMA is perceived as a distinctive and expanded orientation that fosters strategic innovation beyond
conventional norms, offering a comprehensive external approach to management accounting (Juras, 2014).
By integrating both financial and non-financial information, SMA serves as an effective managerial tool
that supports decision-making by combining diverse data sources (Chowdhury et al., 2018). In dynamic
environments, the creation of actionable strategic information through SMA is essential for formulating
and executing business strategies, highlighting the need for accountants to provide strategic management
tailored to various organizational elements such as size, structure, technological advancement, and
strategic orientation (Vu et al., 2022). This integration underscores the critical role of SMA in enhancing
supply chain performance and overall service effectiveness in the healthcare and hospital industries. The
challenge of presenting an effectiveness model for healthcare and hospital services using SMA pertains
to several issues within health systems and hospital management. With rising treatment costs, high patient
expectations, and increasing competition in healthcare service delivery, there is an urgent need for
innovative approaches in resource and service management. SMA, as an efficient tool, can aid managers
in making informed decisions through precise analysis of financial and non-financial data. This model
may include key performance indicators directly impacting service quality, patient satisfaction, and
organizational productivity. Moreover, advanced techniques such as cost-benefit analysis and
performance evaluation can identify strengths and weaknesses in healthcare services. Therefore, the
primary objective of this research is to design and present a comprehensive model that leverages SMA
principles to enhance the effectiveness of healthcare and hospital services. This model not only contributes
to cost reduction and increased efficiency but also elevates service quality and patient satisfaction.
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Ultimately, this research serves as a practical guide for hospital and healthcare center managers in
achieving their strategic objectives.

Methodology

This study is categorized as both exploratory and applied research, utilizing strategic management
accounting within an interpretive structural modeling (ISM) framework to develop an effectiveness model
for healthcare and hospital services. A mixed-methods approach was employed, beginning with qualitative
data collection followed by secondary interviews to validate findings. The qualitative phase prioritized
gathering in-depth insights through semi-structured interviews, enabling a comprehensive understanding
and reinforcement of the research problem. This sequence was chosen because qualitative research
effectively explores and identifies the best constructs, variables, and classifications for subsequent
quantitative testing, thereby significantly aiding in the identification and determination of factors and
scales necessary for developing quantitative tools. However, qualitative exploration alone is insufficient
for a thorough understanding of the research problem, necessitating the incorporation of quantitative
methods for a more complete analysis. Consequently, this research adopted a mixed exploratory approach,
initially extracting components through qualitative interviews with experts. A conceptual model was then
designed using ISM based on these components.

Given the mixed-methods nature of this study, sampling was flexible without strict limitations,
allowing for the use of one or two sampling methods to select participants. The sampling strategy aligned
with the mixed-methods approach, employing non-probabilistic and qualitative sampling techniques. The
qualitative phase targeted accountants with over ten years of experience and a background in the financial
and accounting systems of the national healthcare sector. A total of 15 experts were interviewed until
theoretical saturation was achieved.

Findings

The initial stage involved determining the relative content validity ratio (CVR) for each factor
using the CVR index. Experts evaluated each factor and dimension based on a three-point scale:
"Essential,” "Useful but not essential,” and "Not essential.” With 15 experts, a CVR value above 0.49
confirmed the content validity of each factor. All 16 factors received a CVR of 1, affirming their validity.
Consequently, these factors were utilized to develop the SMA application model for enhancing supply
chain performance and service effectiveness in healthcare and hospital industries.

Subsequently, an ISM self-interaction matrix was constructed by having experts assess the
relationships between factors pairwise using specific symbols to denote the influence directions. The
matrix was then converted into a binary form to create the initial accessibility matrix, applying predefined
rules for symbol replacement. The final accessibility matrix indicated the influence and dependence levels
of each factor. The MICMAC analysis categorized the factors based on their power and dependence,
identifying autonomous, dependent, linkage, and independent factors. Specifically, factors 1 through 8
were classified as independent (key) factors with high influence and low dependence, while factors 9
through 16 were identified as dependent factors with lower influence but higher dependence.



The ISM model was finalized by arranging the factors into three hierarchical levels. Level one
included the most influenced factors: enhancing the rate of recovery return, improving patient satisfaction,
increasing resource productivity, and amplifying the economic impact on society. Level two encompassed
factors related to supply chain performance: enhancing service quality, delivery time, supplier
interactions, and flexibility/adaptability. Level three comprised strategic management accounting factors,
including cost and profitability measurement, quality monitoring, resource productivity management,
advanced costing systems, linking financial and operational performance, using financial data for strategic
decision-making, performance indicators, and strategic planning.

Discussion and Conclusion

The development of an effectiveness model for healthcare and hospital services using strategic
management accounting (SMA) necessitates an interpretive structural approach to address the
complexities within healthcare systems. This model begins by identifying key factors influencing service
effectiveness, such as cost-benefit analysis, enabling a more precise evaluation of hospital performance.
The interpretive structural approach allows managers to comprehend the interrelationships among these
factors and analyze their mutual impacts. Additionally, the model incorporates the analysis of diverse data
sets, contributing to greater transparency in decision-making processes.

Given the inherent complexities of healthcare systems, this model serves as a strategic tool for
identifying the strengths and weaknesses of hospitals, thereby facilitating continuous improvement in
healthcare services. The ISM-based model categorizes factors into three hierarchical levels, highlighting
the most influential elements at each level. Strategic management accounting plays a pivotal role in
enhancing supply chain performance by developing and improving factors such as cost measurement,
quality monitoring, resource productivity management, advanced costing systems, and strategic planning.
These SMA factors drive the enhancement of supply chain performance and, consequently, the overall
effectiveness of healthcare services.

Implementing SMA systems within healthcare organizations can lead to significant improvements
in service quality, patient satisfaction, and organizational productivity. By integrating financial and non-
financial data, managers can make informed decisions that optimize resource allocation and enhance
service delivery. Furthermore, advanced costing techniques and performance indicators enable hospitals
to monitor and evaluate their performance continuously, ensuring alignment with strategic objectives.

Practical recommendations based on this study include the implementation of SMA systems
tailored to the specific needs of healthcare organizations, the utilization of financial and performance data
for comprehensive analysis, the enhancement of financial processes to reduce costs and improve
efficiency, the strengthening of internal controls to prevent fraud and resource wastage, and the training
and development of personnel in strategic management accounting practices. These measures collectively
contribute to the substantial improvement of healthcare service effectiveness and organizational
sustainability.

Future research should focus on evaluating the effectiveness and efficiency of existing SMA
models in the healthcare sector, particularly in enhancing supply chain performance. Additionally,
exploring the role and importance of SMA information in improving supply chain processes and service
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quality within healthcare and hospital settings would provide deeper insights into optimizing healthcare
management practices.
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