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The wheel of service delivery 

• Evaluating Impact 
• Making decisions 
• Applying knowledge 

& evidence 
• Identifying the 

contexts for change 

• Managing Performance 
• Managing People 
• Managing Resources 
• Planning 

• Working within teams 
• Encouraging contribution 
• Building & maintaining 

relationships 
• Developing networks 

• Facilitating 
transformation 

• Encouraging 
improvement & 
innovation 

• Critically evaluating 
• Ensuring Patient safety 

• Working within teams 
• Encouraging contribution 
• Building & maintaining relationships 
• Developing networks 



In a typical healthcare setting …… 

Operational logistics of service 
delivery: 
Left brain oriented i.e. calculated, 
analytical, purposeful, procedures, 
policy orchestrated and processes 
that ensure predictable outcomes 
in quality and safety 
 

Assessment of care by patient: 
Right brain oriented i.e. intuitive, 
emotional, impulsive. They recognize 
that technical and diagnostic skills are 
vital, but lasting impression revolves 
around how they are treated. It becomes 
the standard by which they judge overall 
healthcare experience. 



• Perception of service or care 
• Personalized care 
• Health outcome 
• Psychosocial 

Perception of ability to 
deliver quality care 
Adequate organizational 
support and resources 

HCO needs: 
• Operational efficiency 
• Operational effectiveness 

o Clinical Performance 
measures 

o Risk Management 
 

• Affordability 

Perspectives in Healthcare Efficiency 



Characteristics of good service delivery 

Comprehensi
veness 

Coordination 

Accountability 
and efficiency 

Accessibility 

 Coverage 

 Continuity 

   Quality 

Person-
centredness 



Value based Healthcare – Measuring Outcomes 



Source: Perm J. 2009 Fall; 13(4): 72–78. Health Care Delivery Performance: Service, Outcomes, and Resource Stewardship 

Interrelationship of the service triad 






