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Riverview Community Hospital 
 
Riverview C community Hospital is a 210-bed, not-for-profit, acute care hospital 
with a long-standing reputation for providing quality healthcare services to a 
growing service area. Riverview competes with three other hospitals in its 
metropolitan statistical area (MSA)—two not-for-profit and one for-profit. It is the 
smallest of the four but has traditionally been ranked highest in patient satisfaction 
polls.  
 
The Joint Commission, an independent not-for-profit organization whose mission is 
to improve the safety, accredits hospitals and quality of healthcare provided to the 
public through accreditation and related services. (For more information on the 
Joint Commission, visit their website at www.jointcommission.org.) Although 
accreditation is optional for hospitals, it is generally required to qualify for govern-
mental (Medicare and Medicaid) reimbursement, and hence the vast majority of 
hospitals apply for accreditation. Riverview passed its latest Joint Commission 
accreditation with “flying colors,” receiving full accreditation, the highest of the 
accreditation categories. 
 
In recent years, competition among the four hospitals in Riverview’s service area 
has been keen but friendly. However, a large for-profit chain recently purchased the 
for-profit hospital, which has resulted in some anxiety among the managers of the 
other three hospitals because of the chain’s reputation for aggressively increasing 
market share in the markets they serve. Due to these changes, Riverview has 
decided to complete a strategic management analysis.  
 
Relevant financial and operating data for Riverview are contained in Exhibits 1.1 
through 1.4, and selected industry data are contained in Exhibits 1.5 and 1.6. (Note 
that the industry data given in the case are for illustrative purposes only and do not 
represent actual data for the years specified. For a better idea of the type of 
comparative data actually available for hospitals, see the Ingenix website at 
www.hospital benchmarks.com.) 
 
In addition to the data in the exhibits, the following information was extracted from 
the notes section of Riverview’s 2009 Annual Report. A significant portion of the 
hospital’s net patient service revenue was generated by patients who are covered by 
either Medicare, Medicaid, or other government programs or by various private 
plans, including managed care plans, that have contracts with the hospital that 
specify discounts from charges. In general, the proportional amount of deductions is 
similar between inpatients and outpatients. The gross/net revenue breakdown for 
both inpatient and outpatient services is as follows (in millions of dollars): 
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Assume that you have been hired as a consultant for Riverview Community Hospital 
to assist the CEO with the strategic management analysis. On your first day on the 
job, the CEO, Melissa Randolph, stated that the best way to get to know the condition 
of the hospital is to conduct a thorough strategic analysis consisting of a mission, 
vision, and value evaluation, followed by a strength, weakness, opportunities, and 
threats (SWOT) analysis, a competitive analysis, development of action items, and 
tracked by a scorecard you create; thus, she assigned you the task.  
 
She has already scheduled a strategic management analysis presentation at the next 
board of trustees meeting in 3 months. Summarize your evaluation of the hospital’s 
condition. Present your specific strategic views on the potential underlying 
economic and managerial factors that might have caused any problems that 
surfaced in the analysis. Make any recommendations that you believe the hospital 
should follow to ensure future financial soundness. 
 
In preparing for the presentation, several relevant factors came to light. First, in 
reviewing the policy decisions made by Riverview’s board of trustees over the past 
decade, you found out that in 2004 the board made the decision to significantly 
expand the hospital’s outpatient services. The rationale was that many procedures 
that historically were done on an inpatient basis were now being done in an 
outpatient setting, and if Riverview did not offer such services it would lose the 
patients to other providers.  
 
You know that many healthcare providers are now using dashboards to focus on key 
performance indicators (KPIs). A dashboard is nothing more than a way to 
summarize an organization’s financial and operating performance. Of course, the 
name stems from an automobile’s dashboard, which contains gauges that give 
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drivers essential information about the car’s performance and operating condition. 
Thus, you plan to develop one dashboard containing no more than five strategic 
KPIs. The dashboard will use financial ratios to focus on financial performance, 
while the other will use operating indicator ratios to focus on operating 
performance. You plan to present your recommendations for the contents of these 
dashboards, along with the rationale for the ratios chosen, at the board meeting. 
Your ultimate goal is to create a basis for performance discussion at future board  
meetings with a limited discussion of the KPIs. 
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