
Promoting Organizational Learning Facing the Complexity of Public
Healthcare: How to Design a Voluntary, Learning-Oriented Benchmarking

Authors : Rachel M. Lørum, Henrik Eriksson, Frida Smith
Abstract : Purpose: In recent years, the use of benchmarks for the improvement of healthcare has become increasingly
common. There has been an increasing interest in why improvement initiatives so often fail to eliminate the problems they
aspire to solve. Benchmarking comes with its fair share of challenges and problems, such as capturing the dynamics and
complexities  of  the  care  environments,  among  others.  In  this  study,  we  demonstrate  how learning-oriented,  voluntary
benchmarks in the complex environment of public healthcare could be designed. Findings: Our four most important findings
were the following: first, important organizational learning (OL) regarding the complexity of the service and implications on
how to design a benchmark for learning and improvement occurred during the process. Second, participation by a wide range
of professionals and stakeholders was crucial for capturing the complexity of people and organizations and increasing the
quality of the template. Third, the continuous dialogue between all organizations involved was an important tool for ongoing
organizational learning throughout the process. The last important finding was the impact of the facilitator’s role through
supporting progress, coordination, and dialogue. Design: We chose participatory design as the research design. Data were
derived from written materials such as e-mails, protocols, observational notes, and reflection notes collected during a period of
1.5 years. Originality: Our main contributions are the identification of important strategies, initiatives, and actors to involve
when designing voluntary benchmarks for learning and improvement.
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