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(Fitness for use)

. .2525



L
2.
3I 1
4,
0.
B
(Conformance to requirement)
i)
It
(Expectation)
3
1, (Intangibility)
(Performance) (Product)

2, (Variability or Heterogenicity)



1-2

(Consistency)
(Perception)
(Inseparability)

(Paish abily)



RM) (quality assurance - QA)
(Continual Quality Improvement-CQl)

1
2.
BT
2980
(Production Process)
(Quality Control)
Unit of Measures)

(Supervise) (Inspection)

(Risk Management -

(standardized
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Carl Friedreich Gauss ( 17 - 1855)
(Standard Deviation) (Variation)
(Process Quality Control)

John Snow o 1854
Broad Street

Florance  Nightingale (. 1820 - 1910) (Graphical
Staistics)

Frederick . Taylor ( . .18% - 1915)

(Father of Scientific Management)
Taylor

Clarence Irving Lewis Harvard
(Paradigm)  Einstein

Shewhart
Walter A Shewhart ( . .1891 - 1967)
(Process Quality control)

(Control Limit)



, (Control Chart)

Shewart .Edwards Deming
W.Edwards Deming
Deming
R
(Special Problem)
Deming
(Variation) (Common Cause) (Special
Cause)
.. 1953 Deming (Control Chart)
.. 1982 Deming
“Quality Productivity and Competitive Position"
Massachusetts
Institute of Technology “Out of The Crisis" Deming
“Deming 14 Point"
L.
2.



10.

12

12



13

13

14

(Quality Tranformation)

Josep M Juran

Juran
Juran
Trilogy
1
2
3.
Kaoru Ishikawa
(Quality Circle) Cause - and - Effect
Diagram Fish = Bone Diagram 1952
Total Quality Control (TQC)
TQC TQM (Total Quality Management)
Philip . Croshy
Zero - Defect .. 1979 Croshy “Quality
is Free” 14 (Absolute

Belief) 4
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1 H

2 (Do it Right The
First Time)
(Zero - Defect)
4, (Cost of Quality)
0-40
2 Croshy

Amand V. Feigenbaum

Total Quality

Goal/QPC I ToM

TQM (Customer Driven Master Plan)
3

1 Optimization

2 (Hoshin' Planning) (Vertical Alignmen)

3 (Cross - Functional Management)
Synergy



1,
Florence Nightingale

.. 1863

Earnest Armory Codman
Florence Nightingale
End - Result

End- Result ~ Codman
Codman
5
(Hospital - Stancardlization - Program)

3

Avedis Donabedian
.. 1980

3

DonaJd Bewick, Paul Batacen  Brent james
TOMQQ Bataden Deming 14

15
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.. 1987 Berwick  Batacen Juran Institute
National Demonstration Project on  quality
Improvement in Health Care (NDP) il

TQMQQ

084
C249% - 2502
. .2503 - 2504
Major Surgery
. l4 - 516
. 2524
. 2526 /

2520 - 528
Hospital Accreitation

. 2528 - 2509



i

.. 2508

| 53
.. 532
.. 538
. .23
TQM ACHS (Australia
Council for Hospital Stanclarcs)
TOMO 8
2536 - 2539 %
Break Through 2 8
.. 2536-2537
. 5% 3 Svell, Smile  Surrounding
.. 538
3. ,
. 5538 TV
/ TMQQ)
8
.53

MRJom KLee  Seventh Day Adventist,Mr.Anthony Wagemaker
MRSMarion Suskey Hospital Accreditation



Wagemaker

.58 -

240

Accreditation

2.1

|

2539

18

M Anthony
. 2539
Quality - Improvement
Hospital
83
™
. 2456

. 2475



. .2495

. .2496

. .2515

. 2518

. .2520

.. 2525

10-30

.. 2517

254

60 90
112

120

19

. .2506

21



2.2

8 (. 2540 - 2544)

20



31

- 2529)

10.

11 .

&5y

2521

(Health service Network)

2

5 (. 2525
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. 2533

. 2529
19

e 2929 10

. 2538 9

22



23

WAYVA

3.2



2.3

-bw!\)H

© ©o -~ O

11.
12.
13.
14.
15.

(Excellent Service Behavior)09'%5

24



Service
Service Concept
E Enthusiasm
R Readiness & Rapidness
V Values
| Impressive & Interesting
¢ Cleanliness
Correctiveness
Courtesy
E Endurance
Emotional control
Sincerity
Smiling

25



34 (Organization Development/ X677

Bennis

Richard Beckharrd

LW N -

4,
(Organization Effectiveness & Health)
5.

(Planned Change)
(The Total System)
(Management From The Top)

26
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35 (QC Circle) 108

(Quality Control)

Quality Control Circle

1

(Affinity Diagram) 1 (relation Diagram) 1 (Tree Diagram)
1 (Matrix) 1 (Arrow Diagram) 1
(Process Decision Program Chart)

Doming The
Deming Cycle 4

1. (Plan)

(Do)

[pN]

(Check)
s (ACT)

1. 3-10
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10.

26 (Quality Assurance)23)

(Quality Plan)

(Quality Control)

(Nursing Quality Assurance
& Quality Improvement)
L.

2.
3.
4



6. Cross- Function /

37 3

1. Smile
2. Smell
3. Surrounding

38 TQMICQI (Total Quality Management/Continuous Quality improvement) 116331

TQM

CaQl

29
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TQM cal
1 (Constancy of Purpose)
2. (Quality First)

(Zero Defect)

3. (Customer Focus)
4, (Process or
system Orientation) (Process)
(Out Come)
5. (Leadership Commitment)
6. (Cross - Function

Management and Teamwork)

1. (Worker  Empowerment)
Top - Down



9.

3l

(Education and training)

(Management by fact, Use of Statistics and Understanding of Variation)

Improvement)

10

=~ o P -

f (Scientific Methods)
(Learning and  Continuous

(Supplier Partnership)

TOMICQI

TOMICQI

TOMCQI



3.9

HA
cQl

32

(Hospital Accreditation  HA)(533%

(CQl)

(Social Accountability)



3.10 150 9000(H

1SO 9000
(Acceptance Inspection)

2.1

2.2

150

33
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2.3 IS0 9000

3. 150 9000

150 2000 150 9001/9002/9003 150 9001

Plan - Do - Check - Act
1ISO 14000 20 1SO 9001:1994 4

150 9000

QMR Steering Team

10.
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11,
12
13.

311 1SO 1400 37

1SO 14001 (Environment
Management Standards) 207 (Technical
Committee, ~ TC207) (International
Organization for Standardization, 150) . .2539

(Human Health)

(Environment Impacts)

1SO 14001
1. (Environmental Policy)

(Management Commitment)
2. (Planning)

3. (Implementation and Operation)

14034 % «6



3.12 ISO/IEC Guide(17025)(®

ISO (International Organization for standardization)

Electrochemical

(International Lahoratory Accreditation Council)

1988

1SO 17025

13

S~ W N

© ©oOo N O

11,
12.
13.

Commission)

36

(Checking and Corrective Action)

1990
1SO 9000

IEC (International
ILAC
Auckland (New Zealand)
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3.13 30

3. (Organization
Development)
(Active Participation)

(Life and Sustain)

(Client Center)
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(Holistic Care)
6.

1.
(Empower)
8.

10.

3.14
(Thailand International Public Sector standard Management System and
Outcomes)'4l
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(Ultimate
Outcomes) , (Standard
Achievement Outcomes)
1. " (Performance/Output)
2. (Outcomes)
3. (Ultimate Outcomes)
4, (Prevention ~ System of

Unintended Consequences)

(Standard of Management System)

: (Standard ~ Achievement
Outcomes)

(Ultimate Outcomes) 0

o o1 B wWw D
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10.

(2539)
TQM 8

TQM
(2539)8

(P < 0.001)
(2541)<)

2539-2540 975

(2542) <
253

(P0.05)



(2542) >

(2542)<0)

(2542)48

(2543)<8

354

(2543)4)

ESB,0D,QC,QA HA

41



Georges Maguerez (2544)&)

(ANAES)
1995 1996 b4

Plan - Do - Check - Act

col

81 88 59
61 65

75 ANAES col

483

60

80

42
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