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AABB see American 
Association of Blood 
Banks

AAFP see American 
Academy of Family 
Physicians

aaiPharma Inc. 470
AAPCC see actual average 

per capital cost
Abbott 434–49
ABC see America’s Blood 

Centers
accounting practices/

policies, fi nancial 
analysis 424

accounts receivable, 
fi nancial statements 
analysis 407–28, 595–6, 
608, 753–4

accumulated depreciation, 
fi nancial statements 
analysis 407–28

acid test ratio 413–14
acquisitions 200–1, 219–20, 

227, 271–6, 283–91, 
633–50, 778–802

see also mergers and 
acquisitions

action plans element 
of planning the 
implementation 12, 

15–20, 200–2, 296–300, 
367–88, 395–404

see also value added 
strategies

budgets 374–6, 402–4
case analysis concepts 

395–404
communication of 

strategy 370
concepts 12, 15–20,

367–88, 395–404
defi nition 367
development processes 

371–6
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responsibilities 368–71, 
381–2
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example 373–6
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momentum 379–83
questions for class 

discussion 388
responsibilities 368–71, 

381–2
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373–4, 386, 402–4
strategic thinking 379–83
strategy levels/

orientations 368–70

active waiting strategy 
215–16

activity ratios 412, 418–19
activity-based costing 126
actual average per capital 

cost (AAPCC) 428
acupuncture 98–100
Adams, Alice 692–716
adaptability skills, 

leadership roles 12, 
17–18, 45, 63
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element of strategy 
formulation

action plans 370–88
case analysis concepts 

394–404
concepts 12, 17–18, 110, 

199–218, 237, 247–71, 
283–91, 296–300, 321–3, 
338–43, 346–63, 370–88, 
394–404

defi nition 199–203
diversifi cation strategies 
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adaptive strategies element of 
strategy formulation 
(Continued )
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203, 214–15, 218, 237–8, 
252–71, 283–91, 346–7
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247–71, 283–91, 297–300, 
346–63
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types 199–218, 247–71, 283–91
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advertising 111–14, 306–7, 447, 

467–8, 660–9, 739–40, 763–4, 
770–1, 776–7

see also promotions
Aetna 793
AFDC see Aid to Families and 

Dependent Children. . .
AFL–CIO 607
after-service activities 127–57, 

295–300, 316–26, 376–8
billing value chain component 

128–57, 295–300, 316, 
318–26, 830–6

change 321, 323
defi nition 127–31, 316–20, 324
follow-ons value chain 

component 128–57, 295–300, 
316, 318–26

follow-ups value chain 
component 128–57, 295–300, 
316–26

maintenance issues 
320–1, 323

satisfaction surveys 
317–18, 323

strategy matching needs 
320–1

value chains 127–57, 295–300, 
316–26

age of the facility formula 422
Aged Services 607
ageing populations 38, 57–8, 

574, 579–80, 589–90
Agency for Healthcare Research 

and Quality (AHRQ) 334–5
aggressive strategic postures, 

SPACE 258–64
AHA see American Hospital 

Association
AHRQ see Agency for 

Healthcare Research and 
Quality

AI/ANs see American Indians 
and Alaska Natives

Aid to Families and Dependent 
Children welfare program 
(AFDC) 693

AIDS 90, 266, 271, 310, 435, 
479–80, 579–80, 651–69, 
745–6

AIDSCAP Nepal 651–69
Alabama 631–50, 692–716
Alaska Natives 571–88
Albuquerque 88–9, 91
Alcon 166
Alex Brown & Sons Inc. 182
Alfa Wassermann S.P.A. 470
alliances 200–1, 223–4, 228, 

271–6, 283–91, 323, 358–60, 
505–10, 778–802, 805–16, 
817–18

critique 796–7
emergence 778–802
future prospects 796–802
major players 794
Premier Health Alliance 

778–802
Alliant Foodservice, INc. 798
Allina Health Systems 176
alternative strategies see 

strategic alternatives
Alzheimer’s 297, 323, 605–16
AMA see American Medical 

Association
AMCs see American Medical 

Centers
Amedisys 162
American Academy of Family 

Physicians (AAFP) 474
American Academy of 

Opthalmology 767–8
American Association of Blood 

Banks (AABB) 485–6
American Dental Partners 180, 

183–4
American Healthcare Systems 

(AmHS) 779, 786–802
see also AmHS. . .

American Heart Association 
Advanced Cardiac Life 
Support course 823

American Hospital Association 
(AHA) 502–3, 673, 778–9

American Indians and Alaska 
Natives (AI/ANs) 571–88

American Medical Association 
(AMA) 334–5
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American Medical Centers 
(AMCs) 541–9, 560, 565

American Red Cross (ARC) 
487–98

see also Red Cross
American Society for Aesthetic 

Plastic Surgery (ASAP) 
725–9

American Society for 
Dermatologic Surgery 
(ASDS) 730–1

American Society of Plastic 
Surgeons (ASP) 728–9

America’s Blood Centers (ABC) 
477, 483, 486–7

AmHS. . . 779, 786–802
analysis of health care cases see 

case analysis. . .
analysis-of-data element of 

strategic thinking 12, 13–15
analytical/prescriptive 

approaches, strategic 
management 10–20, 29

analytics, concepts 362–3
analyzer postures, competitive 

strategies element of 
strategy formulation 200–1, 
230, 232, 276–91, 358–60

Anderson Cancer Center 
162–3, 177

Anderson, Greg 499–510
annual reports 405–9

see also fi nancial statements
Ansoff, H.Igor 29–30
anticipation skills 36–7, 42–5, 52, 

54–6, 68, 77–8, 382–3, 565–6, 
689–90, 776–7

see also forecasting processes
Anusol-HC 454, 465–6, 470
appointments 293–4
ARC see American Red Cross
architectural/bonding 

mechanisms, capabilities 
134–5

Asacol 450–1
aspirin 451
assessing processes, 

environmental analysis 52, 
55–71, 76–121

asset turnover ratios 418–19, 423

asset–process–performance 
models (APP) 132

see also resources
assets, fi nancial statements 

analysis 407–28, 468, 586, 
597, 607–9, 640, 688–9, 
753–4

Astraea Inc. 478
AstraZeneca 434–49, 454, 

459–60, 469
audits 625–7
average payment period ratio 

414–15
Azasan (azathioprine) 463–4, 

469–70
azathioprine (Azasan) 463–4, 

469–70

backward vertical integration, 
concepts 206–8, 216

Bacow, Lawrence 554–5, 565
Bain & Company 244–5
Bakken, Earl 137–8
balance sheets 347, 405–28, 

467–8, 585–6, 607–9, 639–40, 
688–9, 751, 754

Balanced Budget Act 1997 610, 
674, 701

balanced scorecards 8, 376–88
concepts 376–8, 386
questions for class 

discussion 388
value chains 376–7

Ball, Gregory A. 482–6, 493
balsalazide disodium (Colazal) 

452–75
Baptist Medical Center (BMC) 

211–12, 353, 645, 703–5
Baptist Memorial Hospital 643
bargaining power of customers/

suppliers, Porter’s fi ve 
forces framework 94–104, 
118–19

Barker, Joel 37
Barnard, Chester 161, 189
barriers to entry, threat of new 

entrants 95–104, 118–19, 
260–4

barriers to exit, competition 98, 
212–13, 261–4

Barton, Clara 487
Batte, George 803–16
Battle, Eliot 732
Bay Saint Louis 617–30
BCG see Boston Consulting 

Group portfolio analysis
BDC Advisors Inc. 556–7, 

561–2
Beckwith, Peggy 742
Beer, Michael 336
behavioral health care centers 

617–30
behavioral norms 128–57, 

295–326, 332–63
see also organizational culture 

issues
benchmarking 8, 77, 282–3, 

345, 394–404, 536–8, 541–8, 
556–7, 681, 788

Berg, Shiri 728
Berkowitz, Eric 181–2
Beth Israel Deaconess hospital 

3–4, 541–8, 560
big ideas, perspectives 21
the big picture 13–14, 23, 201–2
billing value chain component

see also prices
concepts 128–57, 295–300, 316, 

318–26, 830–6
defi nition 128–31, 318
ineffi ciency dangers 131
irritation features 318
perspectives 318–19

biofeedback therapy 98–100
Biorex 452–4, 471
Birmingham 644–5, 703–5
BJC Health System 778
Black Americans 575–6, 745
black holes, extended portfolio 

matrix analysis 256–8
blogs 56
blood

American Red Cross 487–98
background facts 478–81
challenges 491–8
Community Blood Center of 

the Carolinas 476–98
components 479–80, 495–6
costs 492
demand levels 492
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blood (Continued )
donor processes 479–81, 

488–91, 496
safety fears 479–80, 488–92
supply levels 489–90, 492–5
transfusions 478–81, 489–90, 

667
types 478–9

Blue Cross/Blue Shield 546–8, 
649–50

Blue Ocean Strategy. . . (Kim and 
Mauborgne) 119–20

blue oceans 8, 119–20
‘blue sky’ statements 169–70
BMC see Baptist Medical Center; 

Boston Medical Center
boards see governing boards
Boggs, Bruce 444
Bohm, David 12
Bombay see Mumbai
bonds 406
Boston 3–4, 539–68, 625
Boston Consulting Group 

portfolio analysis (BCG) 
247, 253–8, 288, 401

Boston Dispensary 549
see also New England Medical 

Center
Boston Medical Center (BMC) 

546–8
Boston Scientifi c 151, 164
botox injections 720–1, 725–40
brainstorming 59–61, 66–7
branding value chain 

component
concepts 128–57, 295–326
defi nition 127–31, 303–5

Brem, Lisa 539
Brennen, Bruce 796
Brigham and Women’s Hospital 

(BWH) 541–9, 553–4
Bristol-Myers Squibb 434–49
BriteSmile 101–4, 106–9
British Columbia 763–5, 771–7
Brooks–Eckard 159–60
brothels 652–69
Brown, Charles 617–30
Brown medical school 551
Brown, Michelle 499–510
Brunson 108, 115

budgets 7, 64–5, 374–88, 402–4, 
494–6, 515–17, 569–88, 610, 
674, 701

see also costs
action plans 374–6, 402–4

Burger, Charles 124
Burke, Michael 555
Burke, Steven 497–8
Burnham, Daniel H. 159
Bush, George W. 48
business organizations, 

environmental analysis 
47–8

business plans 367, 502–10
see also action plans. . .

business units 7
BWH see Brigham and Women’s 

Hospital

C. W. Williams Health Center 
742–62

Cabarrus Memorial Hospital 
(CMH) 803–16

Caldwell, Darise D. 803–16
California Health Care Industry 

675–90
California Medical Association 

(CMA) 675
Campbell, Fred H. 803–16
Canada 763–5, 771–7
Canada, John 780
cancer practice see oncology 

(cancer) practice
Cannon, Charles A. 804–5
Cantell, Doris 596–7
capabilities 11–12, 16–18, 78–9, 

134–57, 273–91, 394–404
see also competencies; internal 

analysis. . .; resources
architectural/bonding of 

resources/capabilities 134–5
case analysis concepts 

394–404
categories 134–5
concepts 134–57, 273–91, 

394–404
defi nition 134
service area competitor 

analysis 78–9
six sigma 8, 134–5

Capital One 107
capital requirements 96–8, 

249–52, 260–4, 406
see also debt. . .; equity. . .
barriers to entry 96–8
PLC 249–52
SPACE 260–4

capital structure ratios 412, 
415–17

capitation 425–8, 687–9
cardiac services 19–20, 138–57, 

382–3
cardiovascular disease 19–20, 

90, 138–57, 182–4, 197–8, 
254–5, 382–3, 443, 502–10, 
632, 803–16, 817–37

CareCredit 106–8
CareGroup 3–4, 547–57
Caritas Christi 547–8, 556–7
Carolinas 236–8, 476–98, 742–62, 

779–80, 803–16
Carolinas Healthcare System 

(CHS) 236–8, 476–98
Carolinas Hospital Engineering 

Support Services 
(CHESS) 784

Carolinas Hospital and Health 
Services, Inc. (CHHS) 
779–84

see also SunHealth. . .
Carolinas Hospital 

Improvement Program 
(CHIP) 781

Carolinas Medical Center 
(CMC) 747–62, 809–16

Casas, Laura 731–2
case analysis concepts 393–404

alternative perspectives 396
fact-checking needs 399
implementation strategies 

tips 402
leadership roles 396–404
making recommendations 

402–3
objectivity/passion alternative 

perspectives 396
overview 394–5
problem-solving approaches 

396, 398
reading the case 396–7
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realism aspects 395
recommendations 402–3
relevant issues 399–400
reports 403–4
risk factors 395–6
situational analysis tips 400
strategic alternatives tips 

401–2
strategic thinking maps 

397–403
strategy formulation tips 

400–2
surfacing the issues 398–404
symptoms/problems 

issues 398
tips 400–4
tools 398–9

cases in the health care sector
AIDSCAP Nepal 651–69
C. W. Williams Health Center 

742–62
Cabarrus Memorial Hospital 

803–16
Community Blood Center of 

the Carolinas 476–98
Cooper Green Hospital 

692–716
Dr. Louis Mickael: the 

physician as strategic 
manager 589–603

Ellen Zane - leading change 
at Tufts–NEMC 539–68

Emanuel Medical Center 
670–91

Emergency Care Group 
817–37

Good Hands Healthcare 
604–16

Indian Health Service 569–88
Magique Medical Spa 717–41
Midwestern Medical Group 

511–38
open heart surgery 803–16
OR Solutions 499–510
Pacifi c Cataract and Laser 

Institute 763–77
pharmaceutical industry 

431–49
Premier Health Alliance 

778–802

Riverview Regional Medical 
Center 631–50

Rosemont Behavioral Center 
617–30

Salix Pharmaceuticals, Inc. 
450–75

SunHealth Alliance 778–802
CASH see Commission for 

Administrative Services to 
Hospitals

cash and cash equivalents, 
fi nancial statements 
analysis 407–28

cash cows
BCG 253–8
extended portfolio matrix 

analysis 256–8
cash fl ows 261–4, 346–7, 355–6, 

415–16, 496, 594–7, 607, 
756–7

cash pigs, extended portfolio 
matrix analysis 256–8

Catholic church 24–5
Catholic Healthcare West 683–4
CBCC see Community Blood 

Center of the Carolinas
CCP see Community Care Plan
CD see Crohn’s disease
CDC see Centers for Disease 

Control and Prevention
Celebrex 443
Center for Aesthetic Dentistry 

107, 115
Centers for Disease Control and 

Prevention (CDC) 265–7
CEOs 27, 169–71, 174–5, 185–94, 

339–42, 371–2, 380, 399, 455, 
496–7, 539–40, 604–16, 619–
30, 633–4, 671–90, 692–716, 
742–62, 778–802

see also leadership. . .
mission statements 169–71
vision 174–5

Cerner Corporation 798
certifi cate of need laws (CON) 

50, 96–7, 633–4, 647, 
804–16

CGH see Cooper Green Hospital
Champy, James 275–6
Chandler, Alfred 337

change
see also environmental 

analysis; managing strategic 
momentum

adaptability skills 12, 17–18, 
45, 63

after-service activities 321, 323
anticipation skills 36–7, 42–5, 

52, 54–6, 68, 77–8, 382–3, 
565–6, 689–90, 776–7

barriers to entry 95–104, 
118–19

case analysis concepts 
393–404

contingency planning 245, 
367, 382–3, 402–4

coping mechanisms 5–6, 21–2, 
36–7, 42–3, 63, 68, 77–8, 383

dynamic environments 5–6, 
10–22, 30, 34–71

employees 299–300, 347–8, 
356–60, 384–5, 557–8, 751

fi nancial strategic resources 
356–60

fringe stakeholders 63
future perspectives 6, 13–20, 

22, 36–7, 43–5, 52, 54–71, 
115–16, 171–9, 383, 565–7, 
588, 630, 649–50, 665–8, 
689–90, 716, 776–7, 796–802

human strategic resources 
356–60

Indian Health Service 569–88
IS 356–60
language of health care 39–41
organizational culture issues 

336–7, 358–60
organizational reengineering 

274–6, 345
organizational structure 

337–8, 345, 358–60
point-of-service activities 

(POS) 316, 323
pre-service activities 308, 323
renewal concepts 3, 5, 383–5
resistance to change 299–300, 

384–5
sources 5, 7, 9–10, 14, 19–20, 

34–71, 260–4, 275, 308, 316, 
321–3, 368–70, 382–3
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change (Continued )
strategic issues 52–71
strategic resources 356–60
strategic technologies 356–60
support strategies 

element of planning the 
implementation 336–8, 345, 
356–60

Tufts–NEMC 539–68
Chappell, John 453–4
Chapter 11 bankruptcy 605–7
Charlotte Memorial Hospital 

742, 747–62
Charlotte, North Carolina 742, 

747–62, 803–16
Charter medical Corporation 625
CHESS see Carolinas Hospital 

Engineering Support 
Services

CHHS see Carolinas Hospital 
and Health Services, Inc.

Children’s Health Insurance 
Program (CHIP) 701

China 668–9
CHIP see Carolinas Hospital 

Improvement Program; 
Children’s Health Insurance 
Program

chiropractic therapy 98–100
Chod, Ronald 732–3
Christian principles of love 

764–5
Christy, R.S. ‘Chris’ 804–16
CHS see Carolinas Healthcare 

System
Clayman, Ralph V. 501–2
Cleveland Clinic Foundation 177
clinical (biomedical) 

engineering 355
clinical information systems, 

concepts 348–61
clinical operations value chain 

component 128–57, 295–300, 
310–26

defi nition 128–31, 310–14
clinical process innovation (CPI) 

313–16
Clinton, Bill 48, 673–4
CMA see California Medical 

Association

CMC see Carolinas Medical 
Center

CMH see Cabarrus Memorial 
Hospital

Coenen, Bill 477
Colazal (balsalazide disodium) 

452–75
Colazide 454, 469–75
Colgate Palmolive 103
collateral structures, concepts 

343–4
Collins, James C. 325, 800
Columbia/HCA 779, 791
combination organizational 

structures, concepts 342–5
combination strategies, concepts 

235–40
commercial sex workers (CSWs) 

652–69
Commission for Administrative 

Services to Hospitals 
(CASH) 780

common purpose
see also mission
concepts 161

common thread, concepts 30
communication issues 20–2, 28, 

365–88, 558–67, 659–69
see also action plans. . .

communities, service areas 
87–8

Community Blood Center of the 
Carolinas (CBCC) 476–98

see also blood
Community Care Plan (CCP), 

Cooper Green Hospital 
692–716

community health centers 
744–62

community hospitals 19–20, 
372–5, 382–3, 545–8, 
692–716, 817–37

community needs, program 
evaluation for not-for-profi t 
institutions 266–71, 288

compasses
see also emergent/descriptive 

approaches
concepts 11–20, 170–1, 367, 

384–6

competencies 16–18, 19–20, 
78–9, 134–57, 273–91, 345, 
394–404

see also capabilities; 
employees; internal 
analysis. . .

case analysis concepts 
394–404

defi nition 134
service area competitor 

analysis 78–9
six sigma 8, 134–5

Competing on Analytics: The 
New Science of Winning 
(Davenport and Harris) 
362–3

competition 7, 14, 19–20, 38–9, 
42–3, 47–58, 64–5, 68–9, 
74–121, 249–52, 258–64, 
289–90, 303–5, 599–603, 607, 
641–2, 683–5, 769–77, 794–8, 
828–37

see also service area 
competitor analysis

benchmarking 77, 282–3, 
345, 394–404, 536–8, 541–8, 
556–7, 681, 788

information sources 
104–5, 397

intelligence systems 77
likely actions/responses 

115–16
mapping competitors 86, 

114–16
PLC 249–52
Porter’s fi ve forces 94–104, 

118–19
questions for class discussion 

120–1
rivalry among existing fi rms 

94–104, 118–20
sources of change 7, 14,

19–20, 38–9, 42–3, 47–51, 
53–4, 57–8, 64–5, 68–9, 
74–121, 258–64, 394

strategic groups 81–2, 86, 
111–16

strengths and weaknesses 
of competitors 104–9, 
132–3
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threat of new entrants 94–104, 
118–19, 260–4

value-based competition 
303–5

Competitive Advantage. . . 
(Porter) 128, 155–6, 295

competitive advantages
see also value chains
analytics 362–3
capabilities 134–57
case analysis concepts 

394–404
competencies 134–57, 

273–6, 345
concepts 77–121, 123–57, 

198–9, 248–9, 258–64, 273–6, 
289–91, 348–51, 362–3, 
394–404

defi nition 77, 125–6, 
131–6, 140

distinctiveness quality 125–57, 
321–3

diversity issues 348–50
evaluations 136–57, 248–9, 

258–64
focus 150–7
identifi cation processes 125–6, 

131–57, 248–9, 258–64, 
273–6, 362–3

intangible resources 
133–57

internal analysis 125–57, 
248–9, 297–301

knowledge 133–57, 261–4, 
348–51

managing strategic 
momentum 132–3, 153–7

MBA mindset 126
Medtronic Inc. 136–57
perspectives 126, 132
potentials 131–6, 362–3
questions for class discussion 

156–7
SPACE 258–64
sustained competitive 

advantages 132–3, 136–57
tips 126, 289–90, 362–3

competitive disadvantages 
125–57, 198–9, 248–9, 345, 
394–404

competitive strategic postures, 
SPACE 258–64

competitive strategies element 
of strategy formulation

analyzer postures 200–1, 230, 
232, 276–91, 358–60

case analysis concepts 
394–404

concepts 12, 17–18, 199–202, 
229–41, 276–91, 296–300, 
321–3, 343–5, 358–60, 
371–88, 394–404

cost leadership 200–1, 233–4, 
279–91, 343–5

defender postures 200–1, 
229–30, 232, 276–91, 323, 
343–5, 358–60

defi nition 200–1
differentiated products/

services 200–1, 233–5, 
239–40, 279–91, 321–3, 
343–4, 358–60

evaluation of strategic 
alternatives 276–91, 394–404

external conditions 277–8, 
280–91

internal resources 278–9, 
281–91

managing strategic 
momentum 285–91

positioning strategies 200–1, 
231–5, 279–91, 323

prospectors 200–1, 230, 232, 
276–91, 343–4

reactors 200–1, 230–1, 232–3
strategic postures 200–1, 229–

32, 258–64, 276–91, 358–60
competitively relevant strengths

concepts 131–57, 273–6, 301, 
331–2, 335–6, 394–404

Medtronic Inc. 140–6, 150–1
competitively relevant 

weaknesses
concepts 131–57, 273–6, 301, 

331–2, 394–404
Medtronic Inc. 140–1, 146–9, 

150–1
complementary and alternative 

medicine (CAM) 
98–100, 314

computerized physician order 
entry system (CPOE) 
195–8, 350

concentric diversifi cation see 
related diversifi cation

condoms, Nepal 652–69
confi gurational school, strategic 

management 10
conglomerate diversifi cation see 

unrelated diversifi cation
Congress restrictions, specialty 

hospitals 382–3
conservative strategic postures, 

SPACE 258–64
constant decision making 16–20
constructive debates, governing 

boards 186–7, 751
consumers

see also customer. . .; patients
competitive advantages 

125–57, 261–4
empowered patients 85–6, 

100–1, 118–19
environmental analysis 47–8, 

84–6
Porter’s fi ve forces framework 

94–104, 118–19
contexts, concepts 55–6, 136–57
contingency planning 245, 367, 

382–3, 402–4
concepts 382–3
defi nition 382–3
seven-step process 383

contraceptives, Nepal 652–69
contractual agreements 225, 

822–3, 830–7
convenience factors, service area 

defi nitions 80, 85–6
Cooper Green Hospital (CGH) 

692–716
cooperation strategies, market-

entry strategies element of 
strategy formulation 200–1, 
221–5, 228, 271–6, 283–91, 
346–7

coordination issues 20–2
COPE see computerized 

physician order entry 
system

core ideology concepts 800–2
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corporate culture strategies 21
corporate governance 37, 184–7, 

604–16
corporate governing boards 

185–6, 604–16, 618–20, 
634–50, 671–90, 751–61, 791, 
803–4

see also governing boards
corporate-level strategy, 

concepts 24–6, 368–70
cosmetic surgery, Magique 

Medical Spa 717–41
cosmetic teeth whitening 

market, service area 
competitor analysis 81–94, 
101–4, 105–9, 110–11, 
113–17

cost leadership, competitive 
strategies element of 
strategy formulation 
200–1, 233–4, 279–91, 
343–5

costs
see also budgets; fi nancial 

analysis
barriers to entry 96–8
blood 492
change factors 37–9, 64–5
operating expenses 406–28, 

468, 530–1, 587, 596, 609, 
639–40, 687–9, 696, 755–8, 
815–16, 824, 835–6

PLC 249–52
products/services 110
vertical integration strategies 

206–8, 216–17
cottage industries 308–9
county governments, CGH 

705–7
Coventry Health Care 176
CPI see clinical process 

innovation
CPOE see computerized 

physician order entry 
system

Craig, Robert 676, 689–90
Crawford, Mac 625
CRDM 138–57
creative tension, vision 172
‘crisis’ defi nition 34, 36–7

critical success factors
concepts 109–12, 114–15, 

182–4, 187–94, 300
defi nition 182
examples 182–4
service categories 109–12, 

114–15, 182–4
CRM see customer relationship 

management
Crohn’s disease (CD) 452–75
cross-functional task forces, 

collateral structures 343
CSWs see commercial sex 

workers
CT scans 34–5, 646–7
Cuba 49
Cummings, J. 674
current assets, fi nancial 

statements analysis 
407–28, 468, 597, 608, 640, 
688–9, 754

current liabilities, fi nancial 
statements analysis 407–28, 
597, 608, 688–9, 754

current ratio 412–13, 788
current-asset turnover ratio 

418–19, 423
customer capital, concepts 

319–20
customer relationship 

management (CRM) 245
customer satisfaction

concepts 126–57, 245, 261–4, 
295–326

surveys 317–18, 323
customers 8, 85–6, 94–104, 

118–19, 125–57, 245, 261–4, 
295–326

see also consumers
after-service activities 127–57, 

295–300, 316–26
balanced scorecards 376–8, 

387
Community Blood Center of 

the Carolinas 496
competitive advantages 

125–57, 261–4
empowered patients 85–6, 

100–1, 118–19
loyalties 261–4

market/marketing research 
128–57, 295–326, 714

mission statements 161–71, 
636

partnership model scorecard 
314–15

PLC 249–52
Porter’s fi ve forces framework 

94–104, 118–19
surveys 317–18
target market component of 

value chains 128–57, 
295–326, 659–69

types 301–2
vertical integration strategies 

110, 200–1, 203, 206–8, 
216–17, 237

databases, monitoring the 
external environment 52, 
54–6

Dauten, Kent P. 634–5
Davenport, Thomas H. 362–3
days in accounts receivable (A/

R) ratio 414
days’ cash-on-hand ratio 415
DDN Marketing Systems 

620–30
DDS 81–2
debt capital 250–2, 407–28, 607

fi nancial ratios 416–22
PLC 250–2

debt service coverage ratio 417
debt-to-equity ratio 416
decision support systems

see also strategic information 
systems

concepts 348–51
decision-making

see also strategic choice; 
strategic planning

case analysis concepts 
393–404

concepts 16–20, 55–6, 111–14, 
164, 195–243, 244–91, 331, 
348–51, 393–404, 808–16

IS 348–61
mission statements 164, 

181–94
right/wrong choices 246
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strategic alternatives 9, 12, 
189, 195–243, 244–91, 
394–404

strategic groups 111–16
strategy formulation 199–243, 

247–91, 348–51, 397–404
decline stage, PLC 250–3, 277–8
deductible ratio 419–20
defects, six sigma 8, 134–5
defender postures, competitive 

strategies element of 
strategy formulation 200–1, 
229–30, 232, 276–91, 323, 
343–5, 358–60

defensive strategic postures, 
SPACE 258–64

Delaware Nation 571–2
Deloitte & Touche 533
Delphi method 59, 66–7
demographics 5, 7, 14, 38–9, 

47–51, 53–4, 57–8, 64–5, 
68–9, 86, 89–94, 308, 541–8, 
573–88, 589–90, 596–8, 640–
3, 653–8, 665–9, 680, 702, 
748–50, 810–12

AI/ANs 573–6, 581–3
service area profi les 89–94, 

307–8
Denis, Jean-Baptiste 478
Dental Arts 107, 115
Dental Design Studio 108, 115
dentists 81–94, 101–4, 105–9, 

110–11, 113–17
Department of Health and 

Human Services (DHHS) 
50, 99, 578–9, 586–8, 643

Department of the Interior 
578–9

Department of Veteran 
Affairs 610

depreciation and amortization, 
fi nancial statements 
analysis 406–28, 587, 
639–40, 696

DePree, Max 20
Des Moines 87
developing a strategy see 

strategy development
developing world, medical 

tourism 74–5

development strategies, market-
entry strategies element of 
strategy formulation 226–8, 
271–6, 283–91

DHHS see Department of Health 
and Human Services

diabetes 138–57, 209, 435–49
dialectic inquiry 62, 66–7, 69
Differentiate or Die. . . (Trout and 

Rivkin) 239–40
differentiated products/services 

96–8, 110, 125–57, 163–4, 
200–1, 233, 234–5, 239–40, 
279–91, 321–3, 343–4, 
358–60

see also distinctiveness. . .
competitive strategies element 

of strategy formulation 
200–1, 233–5, 239–40, 279–
91, 321–3, 343–4, 358–60

dimensions, strategic 
management 10–20, 383–5

direct to consumer advertising 
(DTCA) 447

directional strategies element of 
situational analysis

see also mission; strategic 
goals; values; vision

action plans 367–88
case analysis concepts 

394–404
concepts 12, 16–18, 42–3, 

159–94, 198–202, 285–91, 
321–3, 367–88, 394–404, 678, 
695–7

governing boards 184–94
managing strategic 

momentum 187–94, 285–91
questions for class discussion 

191
directional strategies element 

of strategy formulation, 
concepts 12, 17–18, 42–3, 
68, 199–202, 285–91, 335–6, 
367–88

disease-related groups (DRGs) 
424–5, 821

disease-specifi c health policy 
plans 9–10

distinctiveness quality

see also differentiated 
products/services

competitive advantages 
125–57, 321–3

mission 161–71
distribution channels

barriers to entry 96–8
defi nition 127–31, 306
penetration strategies 200–1, 

203, 211–12, 217
value chain component 

128–57, 295–326
diversifi cation strategies, 

adaptive strategies element 
of strategy formulation 
200–1, 203, 204–6, 211, 216, 
247, 252–71, 283–91, 338–43, 
347–8

diversity issues, competitive 
advantages 348–50

divestiture strategies, adaptive 
strategies element of 
strategy formulation 200–1, 
203, 212–13, 217, 237, 247, 
252–71, 283–91, 346–8

divisional organizational 
structures

combination organizational 
structures 342–5, 358–60

concepts 128–57, 295–326, 
338–43, 358–60, 368–70

defi nition 338–9
divisional-level strategy, 

concepts 24–6, 204–6, 
209–11, 368–70

DMD 81–2
doctor’s visits

see also physicians
introductory incidents 

123–4, 125
documentation service 

providers 830, 831–7
dogs, BCG 253–8
Dooley, Daniel 751
downsizing 8
Dr. Falk Pharma Gmbh 471
Dr. Louis Mickael: the physician 

as strategic manager, case 
studies 589–603

dreams, pathfi nders 172–5
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DRGs see disease-related groups
Drucker, Peter 36–7, 195, 246, 

365, 367, 372
drugs 431–49, 450–75

see also pharmaceutical 
industry

industry background 431–49
Salix Pharmaceuticals, Inc. 

450–75
DTCA see direct to consumer 

advertising
Duaten, Kent P. 634
due diligence 556–7
Duke Endowment 780–1
Duke University Medical Center 

805–14
duPont system 423
dynamic environments, strategic 

management 5–6, 10–22, 30, 
34–71, 383–5

ear, nose, and throat (ENT) 
138–57

earnings per share 406
ECG see Emergency Care 

Group
Eckman, Haley 670–1, 

681–2, 690
economic issues

service area profi les 89–94
sources of change 5, 7, 14, 

37–9, 42–3, 53–4, 57–8, 64–5, 
68–9, 382–3, 394

economies of scale 96–8, 150–1, 
233, 308–9, 794

educational institutions, 
environmental analysis 
47–8

effectiveness, effi ciency 43, 
209–10, 365

effi ciency
balanced scorecards 376–8
effectiveness 43, 209–10, 365

Einstein, Albert 369
Eisenstat, Russell 336
EKGs see electrocardiograms
eldercare industry 605–16

see also nursing homes
electrocardiograms (EKGs) 

807–8

electronic health records (EHRs) 
197–8

electronic networking and 
e-health information 
systems, concepts 348–61

Eli Lilly 434–48
Elkwood, Andrew 732
Ellis, Bob 742
Emanuel Medical Center (EMC) 

670–91
EMC see Emanuel Medical 

Center
EmCare 829
Emergency Care Group (ECG) 

817–37
emergency departments (EDs) 

670–91, 817–37
Emergency Medical Treatment 

and Active Labor Act 
(EMTALA) 671, 673–7

Emergency Practice Associates 
(EPA) 828

emergency/disaster threats, 
perspectives 43–4, 246–7

emergent learning element 
of managing strategic 
momentum 12–13, 18–20, 
67–8, 117, 383–5

emergent/descriptive 
approaches, strategic 
management 10–20, 29, 
382–5

Emerson Electric 244
Empire Eye 771–3
employees 127–57, 168–71, 

177–9, 181–4, 295–326, 
332–63, 370, 371–88, 
393–404, 557–67, 580–3, 636, 
751, 817–37

see also competencies
action plans 371–88
balanced scorecards 376–8, 

387
change 299–300, 347–8, 

356–60, 384–5, 557–8, 751
communication of strategy 

370, 558–67
diversity issues 348–50
health care costs 37–9, 64–5, 

86, 100–1, 302–3

human strategic resources 
128–30, 295–326, 339–42, 
347–63

intellectual property 133
matrix organizational 

structures 340–2
Medtronic Inc. 139–40
mission statements 168–71, 

181–4, 636
motivation factors 347–8, 

373–4
organizational culture issues 

127–57, 295–326, 332–63
performance appraisals 371–2, 

381–2
reduction strategies 347–8, 

557–8
resistance to change 299–300, 

384–5
shortages of staff 674, 817–37
silo-focused employees 

341–2
training 347–8, 356–60, 

393–404
vision statements 177–9

EMTALA see Emergency 
Medical Treatment and 
Active Labor Act

ends–means chain
planning the implementation 

296–300
strategy formulation 199–202, 

296–300
Engstrom, George 806
enhancement strategies, 

adaptive strategies element 
of strategy formulation 
200–1, 203, 215, 218, 247, 
252–71, 283–91, 346–8

Enterprise 2.0 organizations 56
entrepreneurial approaches 

10–12, 152–3, 343, 836–7
entrepreneurial cultures, 

perspectives 152–3, 289–90
environmental analysis

see also external analysis. . .
assessing processes 52, 55–71
brainstorming 59–61, 66–7
case analysis concepts 

394–404
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components of the 
environment 46–51, 68–9

concepts 12–13, 16–18, 34–71, 
76–121, 172, 182, 215–16, 
248–9, 258–64, 277–91, 
357–60, 394–404

defi nition 42
Delphi method 59, 66–7
dialectic inquiry 62, 66–7, 69
expert opinions 59–67, 69
extrapolation methods 57–8, 

66–7
focus groups 59–61, 66, 

307–8
forecasting processes 52, 54–6, 

57–71, 115–16, 383
frameworks 56–71
goals 43–5
importance 36–41, 68–9
limitations 45–6, 68–9
managing strategic 

momentum 67–8, 117, 153–4
monitoring processes 52, 

54–71
needs 42–6, 68–9
NGT 59–61, 66–7
paralysis by analysis 78–9, 

116–17, 398–9
Porter’s fi ve forces framework 

94–104, 118–19
processes 51–68, 76
questions for class discussion 

71, 120–1
scanning processes 51–71, 

76–121
scenarios 21, 64–7, 69–70, 245
sensemaking concepts 55–6
service area competitor 

analysis 47–51, 74–121, 
384–5

SPACE 258–64
stakeholder analysis 62–3, 

66–7, 285–91
synthesis processes 81, 86, 

116–17
tools and techniques 56–66
vision determinants 172

environments, dynamic 
environments 5–6, 10–22, 
30, 34–71

EPA see Emergency Practice 
Associates

Epogen 436–48
equipment, strategic 

technologies 351, 354–60, 
646–7, 806–8

equity capital
see also shareholder. . .
PLC 250–2

equity ratio 415–16
Erickson, Leif 512–14, 518–38
Ethicon Endo-Surgery (EES) 

506–10
ethics

see also values
concepts 179–81, 286–91

Etowah County 631–50
Euripides 6
evaluation of strategic 

alternatives 244–91, 
394–404

adaptive strategies element 
of strategy formulation 
247–71, 283–91, 394–404

BCG 247, 253–8, 288, 401
case analysis concepts 

394–404
competitive strategies element 

of strategy formulation 
276–91, 394–404

extended portfolio matrix 
analysis 248, 255–8, 288, 401

external/internal strategy 
matrix 247–9, 397–404

managing strategic 
momentum 285–91, 
323–4, 360

market-entry strategies 
element of strategy 
formulation 271–6, 283–91, 
394–404

PLC 247, 249–58, 277–8, 
288, 401

program evaluation for not-
for-profi t institutions 248, 
264–71, 288

Q-sort evaluations 269–71
questions for class discussion 

290–1
SPACE 248, 258–64, 288, 401

evaluations, competitive 
advantages 136–57, 248–9, 
258–64

Everest, Mount 668–9
Everett, Mark 763–77
Ewell, Charles 786
excimer lasers 766–7, 774–5
executive and standing 

committees, collateral 
structures 343

expansion of scope strategies, 
adaptive strategies element 
of strategy formulation 
200–1, 203–12, 216–17, 247, 
252–71, 283–91, 297–300, 
346–63, 370, 836–7

expert opinion, concepts 14–15, 
58–67, 69

expert systems 351
extended portfolio matrix 

analysis 248, 255–8, 
288, 401

external analysis element of 
situational analysis 12, 
16–18, 42–71, 116–21, 125, 
182, 237–8, 248–9, 277–91, 
394–404

see also environmental 
analysis

external environmental analysis
see also environmental 

analysis
concepts 12, 16–18, 42–71, 

76–121, 125, 182, 237–8, 
248–9, 258–91

defi nition 43
external nature of strategic 

management 12, 13–18, 
36–71

external orientation element of 
strategic thinking 12, 13–15, 
36–71

external stakeholders, concepts 
62–3, 66, 285–91

external/internal strategy 
matrix, concepts 247–9, 
397–404

extrapolation methods, 
environmental analysis 
57–8, 66–7
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Eye Consultants 771–3
eye surgery 763–77

facilities, strategic technologies 
351, 354–60, 806–8

Fairchild, David 562–3
faithful dogs, extended portfolio 

matrix analysis 256–8
FAS see Financial Analysis 

Service
FastCare 306
FDA see Food and Drug 

Administration
The Federal Medicare 

Prescription Drug 
Improvement and 
Modernization Act 210–11

fee-for-service (FFS), concepts 
426–8

Ferguson, Jack 499–510
FFS see fee-for-service
fi nance & accounting function 

339–43
fi nancial analysis 20–2, 347, 

398–9, 401, 405–28, 467–8, 
495–6, 507–8, 515–16, 530–1, 
540–8, 556–7, 583–8, 594–7, 
605–9, 631–2, 639–40, 685–9, 
696, 751–8, 773, 788, 793, 
815–16, 823–4, 835–6

accounting practices/
policies 424

balance sheets 347, 405–28, 
467–8, 585–6, 607–9, 639–40, 
688–9, 751, 754

balanced scorecards 376–8, 
387

capitation 425–8, 686–9
concepts 398–9, 401, 405–28
duPont system 423
income statements 347, 

405–28, 467–8, 495–6, 507, 
515–16, 540–1, 585, 587, 
595–6, 607–9, 639–40, 686–9, 
695–6, 755–8

Medicare 424–8
physicians’ reimbursements 

425–6, 821
PPS 424–5, 590–603, 676–7
ratios 398–9, 412–24

RBRVS 425–6
Salix Pharmaceuticals, Inc. 

467–8
SPACE 258–64

Financial Analysis Service (FAS) 
423–4

fi nancial performance 20–2
fi nancial ratios

see also individual ratios
accounting practices/

policies 424
activity ratios 412, 418–19
capital structure ratios 412, 

415–17
concepts 398–9, 412–24
duPont system 423
limitations 423–4
liquidity ratios 412–15
profi tability ratios 412, 419–22
standards of the industry 424

fi nancial statements 405–28
see also balance sheets; income 

statements
fi nancial strategic resources

change 356–60
concepts 128–30, 295–326, 

346–63
defi nition 346–7
maintenance issues 355–60

fi rst-mover advantages 178–9
Fischer, Doug 507–10
fi xed assets, fi nancial statements 

analysis 407–28, 468, 597, 
688–9, 754

fi xed-asset fi nancing ratio 
416–17

fi xed-asset turnover ratio 
418, 423

Flander, Steven 535, 537–8
fl u shots 128–9
focus groups 59–61, 66, 307–8
focus strategies 231–5, 280–91

see also market segment 
strategies

focused factory strategy 209–10
follow-ons value chain 

component
concepts 128–57, 295–300, 316, 

318–26
defi nition 128–31, 318–19, 324

follow-ups value chain 
component

concepts 128–57, 295–300, 
316–26

defi nition 128–31, 316–18, 324
Food and Drug Administration 

(FDA) 119, 139, 432, 440–8, 
454, 456–63, 488–92, 502–3, 
505, 766–8, 774–5

for-profi t hospitals, statistics 36, 
672–90

Ford, Robert 764–5
forecasting processes

see also anticipation; future 
perspectives

environmental analysis 52, 
54–6, 57–71, 115–16, 383

Forget, Bob 617–30
formularies, pharmaceutical 

industry 446
forward vertical integration, 

concepts 206–8, 217, 237
foundations, strategic 

management 6–10, 383–5
four Ps of marketing 301
franchises 220

see also licensing. . .
‘freezing’ thinking 29
Frey, Randy 776
fringe stakeholders, change 

management 63
functional organizational 

structures
combination organizational 

structures 342–5
concepts 128–57, 295–326, 

338–43, 358–60
defi nition 338

functional-level strategy see 
unit-level strategy

The Functions of the Executive 
(Barnard) 161, 189

future perspectives
see also forecasting processes
change 6, 13–20, 22, 36–7, 

43–5, 52, 54–71, 115–16, 
171–9, 383, 565–7, 588, 630, 
649–50, 665–8, 689–90, 716, 
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competitors 115–16
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vision attributes 171–9
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gastric ulcers 435–6, 439, 

450–75
gastroenterology 452, 460–75
gastrointestinal disorders 435–6, 

439, 450–75, 504–10
GE Money 106–8
General Electric 7
general environment 34–71, 

117–21, 204–6, 248–9, 
384–5

see also environmental 
analysis

components 46–8, 68–9, 
117–18

general systems theory see 
systems

generation-of-new-ideas element 
of strategic thinking 12, 
13–15

generic drugs 431–49, 455–9
generic strategies, concepts 

155–6, 231–3
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GIS see geographic information 

systems
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governance issues 37, 184–7, 
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net fi xed assets, fi nancial 

statements analysis 407–28, 
688–9

net income, fi nancial statements 
analysis 406–28, 468, 495–6, 
515–16, 587, 596, 609, 
639–40, 687–9, 696

net revenue, fi nancial 
statements analysis 406–28, 
515–16, 530–1, 587, 595–6, 
609, 686–9, 696, 823–4

net working capital, 
concepts 423

neurological areas 138–57, 
254–5

neurology/neurosurgery, BCG 
254–5

New England Baptist Hospital 
566–7

New England Medical Center 
539–68

see also Tufts–NEMC
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New England Quality Care 
Alliance (NEQCA) 564–7

new entrants, Porter’s fi ve 
forces framework 94–104, 
118–19

new ideas element of strategic 
thinking 12, 13–15

New Mexico 87–94, 101–4, 
105–9, 110–11, 113–17, 
569–70

Nexium 436–48, 460
NGT see nominal group 

technique
NIH see National Institute of 

Health
nominal group technique (NGT) 

59–61, 66–7
non-profi t organizations, 

environmental analysis 
47–51

nonphysician providers (NPPs) 
701

North Carolina 742–62, 780, 
803–16

Norton, David P. 133, 376–8, 
386–7

Norton, Timothy 535
not-for-profi t organizations 

225, 250–2, 264–71, 405–28, 
672–90, 779–802

notifi able diseases indicators, 
service area profi les 
89–94

Novak, Michael 517–38
Novartis 434–49
NPPs see nonphysician 

providers
nurses 39–51, 674

salaries 674
shortages 674

nursing homes 57–8, 205, 
604–16

see also eldercare industry

obesity 90
objectives-setting task, action 

plans 373–4, 386, 402–4
Occupational Safety and Health 

Administration (OSHA) 673
O’Donnell, Tom 551–2, 555

off-label products, 
pharmaceutical industry 
443–4, 455–6

O’Leary, Robert 779, 786–802
Olsen, Judith 511–38
omeprazole 438–9, 460
oncology (cancer) practice 

254–5, 301–2, 310–11
one-minute manager 8
O’Neal, Linda 493
Opalescence 101–4
open access scheduling 

293–4
open heart surgery, Cabarrus 

Memorial Hospital 803–16
operating expenses, fi nancial 

statements analysis 406–28, 
468, 530–1, 587, 596, 609, 
639–40, 687–9, 696, 755–8, 
815–16, 824, 835–6

operating margin price-level 
adjusted ratio 420–1

operating margin ratio 420
operational innovations, 

concepts 313–14
opportunities 8, 19–20, 77–8, 

119–20, 248–9, 734–8
blue oceans 8, 119–20
SWOT analysis 248–9, 

760–1
TOWS matrix 248–9

OR Solutions 499–510
organizational capacity, 

program evaluation for 
not-for-profi t institutions 
266–71

organizational culture issues 3, 
8–9, 10–11, 18–22, 26, 
127–57, 168–94, 286–91, 
295–300, 332–63, 376–8

see also behavioral norms; 
shared. . .; support. . .; 
values

balanced scorecards 376–8
bottom line 333
change 336–7, 358–60
maintenance issues 336–7, 

358–60
strategy matching needs 

333–7, 358–60

value chains 127–57, 295–300, 
332–63, 376–8

organizational goals, market-
entry strategies element of 
strategy formulation 274–6

organizational learning 10–12, 
18–20

organizational purpose, 
concepts 161

organizational reengineering, 
perspectives 274–6

organizational requirements, 
service delivery strategies 
element of planning the 
implementation 299–326

organizational structure
see also divisional. . .; 

functional. . .; governing 
boards; matrix. . .; 
support. . .

balanced scorecards 376–8
building blocks 338–43
change 337–8, 345, 358–60
combination structures 

342–5
concepts 21, 127–57, 295–300, 

332–3, 337–65, 376–8, 592–4, 
621, 825

maintenance issues 344–5, 
358–60

strategy matching needs 
343–4, 358–60

types 128–30, 295–326, 337–43, 
358–60

value chains 127–57, 295–300, 
332–3, 337–65, 376–8

organizational units, value 
added strategies 297–326

organizational-level strategy, 
concepts 24–6, 368–70

orthopedics 254–5, 382–3, 
505–6

OSHA see Occupational Safety 
and Health Administration

OTC see over-the-counter. . .
Our Emperors Have No Clothes 

(Weiss) 18
outpatient clinics 205, 316–17, 

632–50, 693, 709
outreach 205
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outsourcing 345
over-the-counter (OTC) drugs 

431–49, 455–6

Pacifi c Cataract and Laser 
Institute (PCLI) 763–77

palliative care 187–8
pandemic fl u 44
paradoxes of strategic 

management 379–81
paralysis by analysis 78–9, 

116–17, 398–9
parent companies, 

relationships 110
Partners Community 

Healthcare Inc. (PCHI) 554, 
556–7, 567

Partners HealthCare 4, 546–8, 
553–4, 556–7, 567

partnership model scorecard 
314–15

partnerships 225, 314–15, 381–2, 
505–10

patents 148–51, 431–49, 455–6, 
458–75

pathfi nders, vision 172–5
patients

see also customers
after-service activities 127–57, 

295–300, 316–26
balanced scorecards 

376–8, 387
C. W. Williams Health Center 

748–51
clinical information systems 

348–61
empowered patients 85–6, 

100–1, 118–19
health care environment 

47–51, 84–6, 127–57, 204–6, 
295–326

market/marketing research 
128–57, 295–326, 714

partnership model scorecard 
314–15

profi les 596–8
satisfaction 126–57, 245, 

261–4, 295–326
value chains 127–57, 

295–326

vertical integration strategies 
110, 200–1, 203, 206–8, 
216–17

Patrick, Hal 512–14
The Patrina Foundation 539
Patton, George 329, 370
pay for performance (P4P) 

333–5
PCHI see Partners Community 

Healthcare Inc.
PCLI see Pacifi c Cataract and 

Laser Institute
PCLLC see Primary Care LLC
PDAs 35
pediatrics, BCG 254–5
penetration strategies, adaptive 

strategies element of 
strategy formulation 200–1, 
203, 211–12, 217, 252–71, 
283–91

Pennsylvania Department of 
Health 166–7

per member per month (PMPM) 
426–8, 686

Perfect Teeth 109, 115
performance issues

appraisals 371–2, 381–2
balanced scorecards 376–8, 

386–7
perspectives

balanced scorecards 378
benchmarking 282–3
big ideas 21
billing 318–19
Carolinas Healthcare System 

236–8
certifi cate of need laws (CON) 

96–7
communities 87–8
competitive advantages 126, 

132, 136–8
complementary and 

alternative medicine 98–100
cosmetic teeth whitening 

market 81–4
dreams 173–4
emergency/disaster threats 

43–4, 246–7
empowered patients 85–6, 

100–1

exit barriers 212–13
focused factory tools 

209–10
GIS 351–2
health care language 39–41
health policy 9–10
hospital rankings 311–12
imaginists 246–7
infectious diseases predictions 

59–60
integrity 179–80
IS 349–52
leadership roles 26–8
Leapfrog Group 197–8
leveraged resources 152–3
MBA mindset 126
Medtronic Inc. 136–8
mergers and acquisitions 222
mission statements 162–3, 

169–70
new information sources 

55–6
paradoxes of strategic 

management 379–81
pay for performance (P4P) 

333–5
performance appraisals 

371–2
Planetree system 309
position advertisements 27
public health in the US 265–6
reengineering 274–6
simplicity management 368–9
sociodemographic dynamics 

and the Hispanic paradox 
48–9

strategic management 7–8, 
379–81, 384–5

strategic planning 27–8
strategic thinking 14–15
value-based competition 

303–5
values 179–80
vision 172–4

PET scans 646–7
Peters, Tom 175–6
Pfi zer 119, 181, 434–49, 463, 

634–5
PHA see Premier Health 

Alliance
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pharmaceutical industry 103, 
109, 115, 119, 151, 181, 
431–49, 450–75

crisis 444–5
critique 446–7
DTCA 447
FDA approval process 440–8, 

454, 456–63
formularies 446
future prospects 447–8
liabilities 443
market exclusivity 442–3, 

459–60
market shares 434–6
Medicare Part D 445–6
off-label products 443–4, 

455–6
promotions 447–8, 467–9
R&D 436–40, 444–7
regulations 432, 440–8, 454, 

456–63
risk factors 443
Salix Pharmaceuticals, Inc. 

450–75
statistics 431–49
therapeutic classes 435–6

Pharmatel Pty 472
philanthropic governing boards 

185–94
see also governing boards

photorefractive keratectomy 
(PRK) 766–8

PhyAmerica 829
physicians 210–11, 301–2, 

314–15, 318–26, 358–60, 
425–6, 460, 550–67, 580–3, 
589–603, 677–8, 701, 817–37

contracts at ECG 822–3, 
830–7

cosmetic surgery 717–41
Dr. Louis Mickael: the 

physician as strategic 
manager 589–603

Emergency Care Group 
817–37

income falls 677–8
investments in hospitals 

210–11
Medi-Cal 677–8
NPPs 701

partnership model scorecard 
314–15

prescription drugs 460
referrals 318–26, 358–60, 

550–2, 625–30, 833–4
reimbursements 425–6, 677–8, 

821, 830, 831–6
shortages 817–37
types 301–2

PICC lines 562–3
PillSafe 35
pioneering organizations 

178–9
see also vision

placement, four Ps of 
marketing 301

Planetree system 309
planning the implementation

see also action plans. . .; 
service delivery. . .; strategic 
planning; support. . .

balanced scorecards 8, 376–88
barriers 381–3
case analysis concepts 

394–404
challenges 379–85
concepts 12–13, 16–21, 29, 128, 

155–6, 199–202, 293–326, 
329–63, 367–88, 394–404

defi nition 200–1
elements 12–13, 17, 

199–202, 367
ends–means chain 296–300
failures 379–85, 386
logic 296–300
overview 12, 17, 199–202

planning/regulatory 
organizations, health care 
environment 47–51

plasma, blood components 
479–80, 495–6

plastic surgery 83, 301, 
717–41

platelets, blood components 
479–80, 495–6

Plavix 436–48
PLC see product life cycle 

analysis
PMPM see per member per 

month

point-of-service activities (POS) 
41, 127–57, 295–326, 376–8

change 316, 323
clinical operations value chain 

component 128–57, 295–300, 
310–26

defi nition 127–31, 308–10, 324
maintenance issues 

314–16, 323
marketing 314–16
strategy matching needs 

314–16
value chains 127–57, 295–300, 

308–26
policy initiatives sources of 

change 5, 48–51, 68
Polk County 87
Pollock, Joy 651–69
Porras, Jerry 800
Porter, Michael E. 94–104, 110, 

119, 128, 155–6, 231–3, 280, 
295, 304–5

Porter’s fi ve forces framework 
94–104, 118–19

see also service area structural 
analysis

portfolio management 8, 21, 206
position advertisements, 

perspectives 27
positioning strategies, 

competitive strategies 
element of strategy 
formulation 200–1, 231–5, 
279–91, 323

Posner, Barry 13
potential new entrants, Porter’s 

fi ve forces framework 
94–104, 118–19

PPOs see preferred provider 
organizations

PPS see prospective payment 
system

pre-service activities
change 308, 323, 376–8
defi nition 127–31, 300–1, 324
maintenance issues 307–8, 323
pricing decisions 127–31, 

305–26
strategy matching needs 

307–8
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value chains 127–57, 295–300, 
308–26

prediction markets, concepts 60
Predmore, Carolyn E. 717–41
preferred provider 

organizations (PPOs) 
419–20, 598

Premier Health Alliance (PHA) 
778–802

Presbyterian Hospital 809–12
prescription drugs 431–49, 

455–60
Prevacid 436–48, 460
preventive care 39, 580–8
prices

see also billing. . .
four Ps of marketing 301
penetration strategies 200–1, 

203, 211–12, 217
policies 110, 116–17
pre-service activities 127–31, 

305–26
quality factors 305–6
SPACE 260–4
value chain component 

128–57, 295–326
Prilosec 438–9, 459–60
Primary Care LLC (PCLLC) 

564–5
primary providers 36–41, 47–51
private for-profi t companies 36, 

672–90
PRK see photorefractive 

keratectomy
problem children

BCG 253–8, 520–2, 533
extended portfolio matrix 

analysis 256–8
processes, defi nition 374
Procrit 436–48
Proctocort 454, 465–6, 470
product development strategies, 

adaptive strategies element 
of strategy formulation 110, 
200–1, 203, 211, 217, 249–71, 
283–91

product life cycle analysis (PLC) 
247, 249–58, 277–8, 288, 401

productivity issues, balanced 
scorecards 376–8

products
competitive advantages 

125–57, 261–4
differentiated products/

services 96–8, 110, 125–57, 
163–4, 200–1, 233–5, 239–40, 
279–91, 321–3, 343–4, 
358–60

diversifi cation strategies 
200–1, 203, 204–7, 211, 216, 
247, 252–71, 283–91, 338–43, 
347–8

drugs 431–49
four Ps of marketing 301
Porter’s fi ve forces framework 

94–104, 118–19
quality factors 110–11, 133, 

303–5, 311–26
substitute products/services 

94–104, 118–19
value chains 127–57, 295–326

Professional Research 
Consultants and American 
Hospital Publishing Inc. 
302–3

profi tability ratios 412, 419–22
profi ts

see also income. . .; return. . .
balanced scorecards 376–8, 

387
extended portfolio matrix 

analysis 255–8
PLC 249–58
SPACE 260–4

program evaluation for not-for-
profi t institutions

concepts 248, 264–71, 
288, 401

needs/capacity assessments 
266–9

program priority setting 
269–71

program priority setting, 
program evaluation for 
not-for-profi t institutions 
269–71

program Q-sort evaluations 
269–71

project and product teams, 
collateral structures 343

promotions
defi nition 128–31, 306–8
four Ps of marketing 301
penetration strategies 200–1, 

203, 211–12, 217
pharmaceutical industry 

447–8, 467–9
value chain component 

128–57, 295–326
prospective payment system 

(PPS) 424–5, 590–603, 
676–7, 821

prospectors, competitive 
strategies element of 
strategy formulation 
200–1, 230, 232, 276–91, 
343–4

Protonix 460
provider representatives, health 

care environment 47–51
provision for income taxes, 

fi nancial statements 
analysis 406–28

psychiatry, BCG 254–5
psychographic indicators, 

service area profi les 89–94, 
307–8

Public Health Trust 365–7
published information sources 

53–4, 104–9, 397
Puerto Ricans 49
pulmonary, BCG 254–5
purchase strategies, market-

entry strategies element 
of strategy formulation 
200–1, 219–21, 227, 271–6, 
283–91

Q-sort evaluations 269–71
quality factors

balanced scorecards 376–8, 
387

operations 311–26
pricing decisions 305–6
products/services 110–11, 

133, 303–5, 311–26
quality improvements

historical background 
8, 21

TQM/CQI 8, 215, 831
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questions for class discussion
action plans 388
balanced scorecards 388
competitive advantages 156–7
directional strategies 191
environmental analysis 71, 

120–1
evaluation of strategic 

alternatives 290–1
nature of strategic 

management 31
service area competitor 

analysis 120–1
service delivery strategies 326
strategic alternatives 240–1
support strategies 363

questions/assumptions element 
of strategic thinking 12, 
13–15

‘quick fi x’ pitfalls, strategic 
management 22, 384–5

quick ratio 413
Quincy (Mass.) Hospital 552–4
Quorum Health Group 

643, 789

R&D, pharmaceutical industry 
436–40, 444–7

rating agencies 406
ratios see fi nancial ratios
RBRVS see resource-based 

relative value scale
re-initiation of strategic thinking 

element of managing 
strategic momentum 12–13, 
18–20, 67–8, 117, 383–5

reactors, competitive strategies 
element of strategy 
formulation 200–1, 230–1, 
232–3

Reagan, Ronald 96
recommendations, case analysis 

concepts 402–3
reconfi gure the value chain, 

market-entry strategies 
element of strategy 
formulation 200–1, 226–7, 
228, 271–6, 283–91

recurring group processes 18
red blood cells 479–80, 495–6

Red Cross 306, 476–98
see also American Red Cross

red oceans 119–20
Redefi ning Health Care. . . (Porter 

and Teisberg) 304–5
reduction of scope strategies, 

adaptive strategies element 
of strategy formulation 
200–1, 203, 212–15, 217–18, 
247, 252–71, 283–91, 
297–300, 346–63

reengineering
collateral structures 343
perspectives 274–6

referrals 318–26, 358–60, 550–2, 
625–30, 833–4

regulations 47–51, 119, 139, 406, 
432, 440–8, 454, 456–63, 
488–92, 502–3, 505, 590

FDA 119, 139, 432, 440–8, 454, 
456–63, 488–92, 502–3, 505, 
766–8, 774–5

medical spas 723–30
pharmaceutical industry 432, 

440–8, 454, 456–63
reimbursements

physicians 425–6, 677–8, 821, 
830, 831–6

service providing companies 
830, 831–6

related diversifi cation, concepts 
204–7, 216, 252–71, 283–91, 
347–8

relationships, strategic 
thinking 15

religious institutions, 
environmental analysis 
47–8, 90

renewal concepts 3, 5, 383–5
reports, case analysis concepts 

403–4
reputations, concepts 110–14, 

133, 140–57, 167–8, 835–6
research organizations/

foundations, environmental 
analysis 47–8

resistance to change 299–300, 
384–5

 resource-based relative value 
scale (RBRVS) 425–6

resource-based view 8, 21, 41, 
133–57

resources
see also capabilities; 

intangible. . .; strategic. . .; 
tangible. . .

competitive strategies element 
of strategy formulation 
278–9, 281–91

concepts 127–57, 218–29, 
273–91, 295–300, 308–26, 
346–63

defi nition 133
leveraged resources 151–7, 

261–4, 346–7, 356
market-entry strategies 

element of strategy 
formulation 273–6

point-of-service activities 
(POS) 41, 127–57, 295–326

responsibilities
action plans element 

of planning the 
implementation 368–71, 
381–2

strategic thinking 15, 368–71, 
381–2

restylane injections 721–2
retrenchment strategies, 

adaptive strategies element 
of strategy formulation 
200–1, 203, 214–15, 218, 
237–8, 252–71, 283–91, 
346–7

return on equity (ROE) 421–2
see also profi ts

return on investment (ROI) 
261–4, 423

return on total assets (ROA) 
421–3

revenue, fi nancial statements 
analysis 406–28, 468, 
515–16, 530–1, 587, 595–6, 
609, 686–9, 696, 823–4

RFID 35
RFP processes 833–4
Rhode Island hospital 550–1
Richardson, Woodrow D. 

631–50
rifaximin 454, 464–75
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Rimaco 472
risk factors

case studies 395–6
pharmaceutical industry 443
service area profi les 89–94

Rite Aid 159–60
rivalry among existing fi rms, 

Porter’s fi ve forces 
framework 94–104, 
118–20

Riverview Regional Medical 
Center (RRMC) 631–50

Rivkin, Steve 239–40
ROA see return on total assets
ROE see return on equity
ROI see return on investment
Rose, Michael 732
Rosemont Behavioral Center 

617–30
Rosenblatt, Michael 565
Ross-Loos Clinic in Los Angeles 

250–2
Rovenport, Janet L. 717–41
Rowan County 809–13
Roybal 106, 115
RRMC see Riverview Regional 

Medical Center
rural health care 39, 67, 632–3, 

744–5, 817–37
Rutsohn, Phil 617–30

St Joseph Mercy Oakland 
(Michigan) 294

Saint Louis University 
Hospital 167

Saint Vincent’s Hospital 704
Salem, Deeb 557–67
sales 249–52, 817–18, 833–7

see also marketing
PLC 249–52

salicyclic acid 451, 462
Salix Pharmaceuticals, Inc. 

450–75
Sanofi -Aventis 434–49
Santa Fe, New Mexico 87–94, 

101–4, 105–9, 110–11, 
113–17

Santa Fe Smiles 107, 115
Sarbanes–Oxley Act 186
SARS 44, 60, 479–80, 491–2

SBUs see strategic business units
scanning processes, 

environmental analysis 
51–71, 76–121

scenarios, concepts 21, 64–7, 
69–70, 245

SCHA see South Carolina 
Hospital Association

Schlesinger, Mark 453–4
Schoen, William 633–4
Schottland, Ed 550–1, 556–67
Schultz II, Samuel 794–5
Schwartz, Peter 69–70
scope of operations, adaptive 

strategies element of 
strategy formulation 
199–218, 247–71, 283–91, 
297–300, 346–63

SEC see Securities and Exchange 
Commission

secondary providers 36–41, 
47–51

Securities and Exchange 
Commission (SEC) 406

segmentation concepts 231–5, 
301–2

self-managed teams 8
Sellaro, C. Louise 589–603
Senge, Peter 23, 172–3
sensemaking concepts 55–6
September 11th terrorist attacks 

489–90
service area competitor analysis 

47–51, 74–121, 248–9, 
258–64, 384–5, 394–404, 
599–603, 794–8, 828–37

see also competition
capabilities 78–9
case analysis concepts 

394–404
competencies 78–9
cosmetic teeth whitening 

market 81–94, 101–4, 105–9, 
110–11, 113–17

focus 77–9
future perspectives 115–16
importance 77–8, 118–19
information sources 104–5
intelligence systems 77
introductory incidents 74–5

likely actions/responses 
115–16

managing strategic 
momentum 117

mapping competitors 86, 
114–16

maps/models 80–1, 86, 
114–16, 117–18, 384–5

multiple service areas 87–9
obstacles 78–9
paralysis by analysis 78–9, 

116–17, 398–9
poor identifi cation of the 

competition 78–9
Porter’s fi ve forces framework 

94–104, 118–19
processes 80–117, 118–19
questions for class discussion 

120–1
service area boundaries 78–9, 

82, 84–9
service area profi les 86, 89–94, 

307–8
service area structural 

analysis 81–2, 86, 94–104, 
118–19

service categories 80–1, 82–4, 
86, 109–11, 118–19, 182–4, 
258–64, 397–404

strategic groups 81–2, 86, 
111–16

strategic signifi cance 76–7
strengths and weaknesses of 

competitors 104–9, 132–3
synthesis processes 81, 86, 

116–17
uses 77–8

service area structural analysis
see also Porter’s fi ve forces 

framework
concepts 81–2, 86, 94–104, 

118–19
service areas

boundaries 78–9, 82, 84–9
communities 87–8
concepts 47–51, 65–7, 74–121, 

248–9, 680, 803–4, 808–16, 
826–8

defi nition 80–1, 84–9
determinants 80–6
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service areas (Continued )
multiple service areas 87–9
profi les 86, 89–94, 307–8

service categories
concepts 80–1, 82–4, 86, 

109–11, 118–19, 182–4, 
258–64, 397–404

critical success factors 109–12, 
114–15

defi nition 80–1, 82–4, 86, 
109–11

SPACE 258–64
service delivery activities of 

value chains
balanced scorecards 376–8
concepts 127–57, 293–326, 

376–8
defi nition 128–31
Medtronic Inc. 138–9

service delivery strategies 
element of planning the 
implementation 12, 17, 
127–57, 200–2, 293–326, 
371–88, 395–404

see also after-service. . .; point-
of-service. . .; pre-service. . .

case analysis concepts 
395–404

managing strategic 
momentum 323–4
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