
1

1

Compliance Scorecard

Eric Klavetter
Greg Warner

Mayo Clinic
April 23, 2007

Board Reporting
Impact or Impotence?
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Introduction

• Philosophy 101: 
• If a tree falls in the forest and there is 

nobody around, does it make a sound?

• Scorecard 101
• If a metric is created and leadership is 

not willing to manage the outcome, will it 
make a difference? 
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Where should 
we start?

CORPORATE RESPONSIBILITYAND 
CORPORATE COMPLIANCE:

A Resource for Health Care Boards of 
Directors

http://www.oig.hhs.gov/fraud/docs/compli
anceguidance/040203CorpRespRsceG

uide.pdf
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The Board’s Responsibilities
Determine the 

Organization's 
Mission and Purpose

Select the Executive

Support the Executive 
and Review His or Her 
Performance

Ensure Effective 
Organizational 
Planning 

Ensure Adequate 
Resources 

Manage Resources 
Effectively

Determine and Monitor 
the Organization's 
Programs and 
Services

Enhance the 
Organization's Public 
Image 

Serve as a Court of 
Appeal

Assess Its Own 
Performance
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Most Common Risks

• Injuries to clients, employees, 
volunteers and the public (patient 
safety)

• Damage to property

• Employment practices

• Fraud

• Legal requirements
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Oversight Obligation

• Adequate corporate 
information and 
reporting system

• Sufficient to assure 
appropriate 
information comes to 
the Board
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Effectiveness

The existence of an effective compliance 
plan provides evidence that any 
mistakes were inadvertent, and this 
evidence would be considered in 
determining whether a medical practice 
or health care entity has made 
reasonable efforts to avoid and detect 
misbehavior.

June Gibbs Brown, U.S. Department 
of Health and Human Services 
Inspector General.

What’s the Goal? 
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GAO Report Findings on 
Effectiveness

• Principle measure - prevent improper 
Medicare payments

• Lack of comprehensive baseline data

• Other measures used as proxies (e.g., 
amount  and frequency of refunded overpayments)

• Frequency of self-disclosures

• GAO/HHS-99-59
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CMS Pilot Program

• 18 month study involving 16 hospitals

• Assess effectiveness

• Gather best practices

• 13 Eastern & Southeastern states -
volunteers
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Preliminary Results

• Buy In From the Top

• Importance of CO

• Organizational 
Relationships

• Use of Data

• Integrated Audit 
Approach
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Key Performance Indicators

• Awareness

• Dollars repaid

• Claims adjusted

• Education completion rates

• Privacy violations

• Hotline calls

• Coding review results
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Managing Compliance is an 
Information Intensive Industry

Two major components…
• How metrics are established? 
• What metrics are to measure?
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Framing Effect*
• A large car manufacturer has recently been hit with a 

number of economic difficulties and it appears that it 
will have to close three plants and lay-off 6,000 
employees. The VP of Operations has been looking at 
options and has developed two plans:
• Plan A: This plan will save one of the three plants and 2,000 

jobs
• Plan B: Has one-third chance of saving all three plants and all 

6,000 jobs but has two-thirds of saving no plants and no jobs
• Plan 1: Result in loss in  67% of plants and 4,000 jobs
• Plan 2: Has two-thirds probability of resulting in the loss of all 

three plants and all 6,000 jobs but has one-third chance of 
saving all three plants and all 6,000 jobs

* Jenny Chatman, Strategic Execution: Making Effective Decisions. Stanford Advanced Project Management
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Metrics*

• To provide goal-centered feedback to 
detect and correct the course
• Guide - course corrections
• Forewarn - issue detection
• Inform - Collective meaning
• Act - if you don’t act, don’t measure

• The goal is to change behavior
• But who’s behavior?

* Christopher Meyer, Mystery of Metrics. Stanford Advanced Project Management
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Four Key Elements of an Effective 
Scorecard*

• Metric Balance: list key indicators and highlight 
“leading indicators.”

• Metric Austerity: performance distilled to no more 
than 15 to 30 metrics to facilitate “big picture awareness”

• Graphic Display: allows rapid pattern recognition; 
picture is worth a 1,000 words

• Action Triggers: include specific targets or 
thresholds

* Health Care Advisory Board, CEO Dashboards. The Advisory Company
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Example

Forewarn

Guide

Forewarn

Act 

GuideAct
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Amendm ents

Copies of Records
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1 )  I m p le m e n te d  P r o a c t iv e  
A u d i t in g  P r o c e s s

E n h a n c e d  c o n f id e n t ia l i t y  in f r a s t r u c t u r e  t h a t  r e s u lt e d  in :

2 )  S u p p o r t  R e m o te  A c c e s s  t o  
t h e  C lin ic a l  A p p l ic a t io n s

3 )  P r o c e s s  to  a p p r o v e  
d is c lo s u r e s  f o r  a d m in is t r a t iv e  
p u r p o s e s

4 )  P u b l is h e d  S e c u r i t y  
P r o c e d u r e s  

5 )  R e s o lv e d  2  a c c r e d i t a t io n  
in q u i r ie s

6 )  D e c r e a s e d  C o n f id e n t ia l i t y  
c o m p la in t s  b y  5 0 %

Confidentiality and Privacy
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Best Practices

• What Can Bob Dylan Teach Us About 
Compliance
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