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Introduction
Transgender Clinical Services is the planned new division of Dignity Health Inc. that would be established with a mission to provide exclusive out-patient and in-patient medical and counseling services to the transgender groups within the LGBT community in its various locations across the country. The essence of creating this new division for a reputable healthcare organization such as Dignity is to serve a minority group of the population whose special medical and psychological needs have been largely unmet by the traditional public and private health care institutions. Dignity understands that the provision of such services is more than a business but a fulfillment of the hellohumankindness mantra and recognition and acceptance of the growing diversity in the United States. The development of an organization’s strategic plan is incomplete without consideration of the outcome of the balanced scorecard analysis of its corporate objectives that are generated through the business model and SWOT analysis. Also, the important role of the communication plan of informing both internal and external stakeholders cannot be performed without information on the financial, internal operations processes, customer value, and learning and growth perspectives. 
Strategic Objectives of Transgender Clinical Services
Transgender Clinical Services is an appropriate strategic business unit of the organization with the objective of acting as a corporate enabler by driving its growth through revenue stream from a new segment of the market. This strategic goal is in tandem with the overall business growth objectives of the enterprise, which per Kaplan & Norton (2007) is vital to accomplishing current and future performance objective. The balanced scorecard would serve as the management evaluation tool for determining the feasibility of the projections presented during the business case discussion of the proposal. Its four quadrants contain metrics that are essential in determining the sustainability and viability of the critical areas of the business unit and the models for its operations. Subsequent sections of this paper would examine the quadrants including financial/ shareholder perspective, customer value perspective, internal operations and processes, and learning growth perspective. An additional component to the assessment of the potential of this strategic business unit to accomplish its goals are the implications of the results of the SWOT analysis conducted on it about the market for transgender healthcare services. 
Financial Perspective
Rohm & Montgomery (2011) stated that one of the purposes of establishing a business unit is to generate adequate revenue that would meet its financial obligations and yield profits. This assertion is the basis of the analysis of the potentials of the clinic to attract paying customers that can be used to maintain steady cash flow that would lead to enough to sustain its success. Outcomes from the SWOT analysis conducted on the SBU showed that there are opportunities that can be harness through the parent company’s strength regarding brand image and customer loyalty. Therefore, the team’s proposed five-year plan is to establish and gradually increase the company’s market share for transgender health services by at least 5percent from the second year of operations to 20percent by the fifth year. This conservative projection would give the management team time to align the clinic’s operations to provide quality care services at a premium price. The steady growth in the market share is expected to contribute to a minimum of 10, 12, 15, 25, and 30 percent of annual revenue growth in year 1, 2, 3, 4, and 5 respectively. The short and long-term profitability goal is to maintain a high-quality and affordable in-patient and out-patient services that lead to consistent cash flow required to meet operating expenses. 

Customer Value Perspective
According to Murby & Gould (2005), customer satisfaction is no longer the minimum standard of measurement of a firm’s performance but an obligation to create superior value for those that purchase its products or services. This premise would define how Transgender Clinical Services would strive towards meeting and exceeding the expectations of both internal and external customers. In the case of the proposed hospital division, the clinical and non-clinical staffs are the internal ones while the patients, their friends and relatives, insurance companies, and referring agencies and physicians are the external ones. One of the measures to accomplish this objective is to ensure that the innovative treatments regarding physical and mental therapy, as well as the hormonal-based ones, are delivered in a manner that their outcomes meet the quality of life benchmarks of patients and payers. Also, the primary care service, which is another critical component of the SBU, would focus on screening for acute illnesses that result from the administration of the medications and procedures for transgender and gender non-conforming patients. A measurement of the unit’s performance in this strategic area would be the use of the nursing scorecard for internal customers and feedback survey of external ones that would be measured with the Picker Scale.
Internal Operations or Process Perspective
Dysart-Gale, D. (2010) explained that the link between the internal business operations of a clinic that provides care services to the transgender and gender non-conforming patients to customer measures must be established to ensure the maintenance of the latter. The team’s approach to attain this operational standard is the implementation of a system that allows prepared orders to be driven by the number of services and interventions required by the patient. Furthermore, the process would be structured in a manner that compels case managers to maintain a balance between in-patient and out-patient care services per the needs of the patients. This process would be enhanced by information derived from the clinic’s research on the demographics and epidemiology of these patients and their cases. 
Learning and Growth Perspective
The approach that Transgender Clinical Services would employ in its pursuit to maintain this component of the balanced scorecard is the institution of the Advanced LGBT Support Course (ALSC) for its clinical and non-clinical employees. One of the core components of the ALSC is the bi-weekly morning training for new clinical employees on the peculiarity of the medical services required by transgender patients to augment their basic medical knowledge. Also, one of the benefits of this educational program is the discriminatory tendencies of the employees that might have been acquired from the traditional would be reduced through information on their duties and the ethical implications of the services provided by the clinic. 
Communication Plan 
A communication plan is necessary for informing internal and external stakeholders on the performance of the clinic regarding the introduction of new ideas, issues, and the environmental factors that can affect its operations. Also, measures to address challenges by the team and patients in accessing our services would be of the communication materials that would be distributed using their preferred means out of the designated ones including email, print materials, and telephone calls. The essence of devising this plan is that it would allow the team to determine and monitor the target for each component of the balanced scorecard, as well as providing an opportunity for management to have a broader view of the impacts of each of the functional component in the business.
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