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(Quality)
The American Heritage Dictionary (1976)
Canadian Council on Health Facilities Accreditation (CCHFA, 1991
, 2543: 2) !
Juran (1992: 9)
(Fitness for use) 2

Crosby (1984. 60) Ishikawa (1985:46)

Deming (1986)

Pheneuf and Wandelf(1974 , 2539)

McNeariy (1993)

Feigenbaum (1992: 7)



Besterfield

(1995: 5-6)

Q= PE

Sallis (1993:
(Quality in fact)

in perception)

(Quality control

23-24)

[QC])

(2533: 21)

(2538)

(2540: 74)

»

(2541: 12)

13

(Quality

(Inspection)
(Quality assurance [QA])

(Total Quality Management [TQM])



(2541: 45)

1 (Zero defect)
2. (Response to customer’s need & expectation)
(Need)

!
3. (Professional standard)
4, (Quality of life)

(Degree of excellence)
12 (Service Quality)
Besterfield (1995: 49-52)
(2538)

(2539: 20)

14



2I 1

21 , (Quality Improvement)
management) (Quality assurance)

(Continuous Quality Improvement) (

, 2542: 6-7)

Baher (1096 | 2543: 12)

1

2.

3.

>

15

Risk



10.

11.

2.2

, 2541: 34-37)

1

Codman

Nightingale,

Codman

Nightingale

Codman

. 1913

16

(Hospital
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Standardization Program)
. 1951 Joint Commission on Accreditation of Hospitals
Joint Commission
on Accreditation of Healthcare Organization (JCAHO)
2. (Monitoring evaluation)
(Hospital Accreditation)

Avedis Donabedian(1960)

3. (Continuous Quality Improvement [CQI])

v TQMI/CQI

! (2539: 2-21)

Deming (1986) 4

1



21
2.2 (Variation principle)
Variation
2.3 (Knowledge principle)
2.4
7QC tools 7 new tools
7 QC tools 7
7
(Cheek sheet) (Graph) (Histogram)
(Pareto diagram) (Cause and effect diagram) (Scatter
diagram) (Control chart)
7 new tools (Affinity diagrams)
(Inter-relationship diagrams) (Tree diagram)

(Matrix diagram or chart)

(Mitrix data analysis)

(Process dicision program chart) (Arrow diagram)

18
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tin

(cQn

23 (Total Quality Management /TQM)

(Total Quality Management [TQM])
(Continuous Quality Improvement [CQ])

(Company - Wide Quality Control [CWQC])

Oakland (1989: 14-15) TOM

Feigenbaum (1986)

Ishikawa (1985)

Tenner and Detoro (1992: 31) Deming
(1986) Crosby (1986) Juran (1992) Feigenbuam (1992)

(TQM) (Senior manager)



(Process)

Spenley (1994)

Besterfield (1995:12)
CCHSA ( , 2539: 201) Cal
(2538: 110)
(2539: 16)

(2539: 862)

20



» A0 TniTl
» 1 <7

(2540: 126)

PDCA

24 (TQM)

(Total Quality Management)

(Deming,1986; Feigenbuam, 1992; Juran, 1992;
Crosby, 1986)
(Deming,1986)
(Management commitment) (Quality policy) 14

Deming’s 14 point (Walton, 1989; Bank, 1992: 66-67; Sallis, 1992:
48-49; Goetsch,1994: 22)

1



10.

11.

12.

13.

14.

PDCA Cycle

P=Plan =

D=Do =

Check =

Action =

(Juran, 1992)

(Deming,1986)

TOM

10

22



guality

10.

10.

11.

12,

13.

14,

23

(Crosby, 1986) (Zero defects)
“14 " (Philip Crosby’s 14 steps to

Crosby’s 14 steps quality improvement programme)

Zero defects



24

3
tl
2.5 PDCA
Cycle
(TQM)
(1986 cited in Swansburg, 1995: 53)
80-85
(Huber 1999: 163)
(Pedersen, 1993:40) PDCA
4 (Deming, 1986: 88; Goetsch
and Davis, 1994: 21; , 2541: 48-49)
1. Plan
2. Do !

3. Check



4, Act
PDCA
2538:1-5)
(Asssessment)

2. (Nursing diagnosis)
2. (Planning)
4, (Implementation)

5. (Evaluation)

, 2537)
3.
31

Hospital Accredition (HA)

25



HA

3.2

. 2541)

( | 2541)

. 2541)

10

. 2541)

26
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, 35 !

()
() 3 1 2540 3L 2543 (

- 2541)

National
Forum on Hospital Accreditation 241

1543)

3.3

( . 2541)



3.4

( 1 2542)

28



35

(Social accountability)

Joint commission on accreditation of healthcare organization (JCAHO)
3 15 (
, 2543: 39)
1 Patient-Focused Function

2 Organization-Focused Function

)

3 Structures with Function (Governance)

29
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GEN 1

INPUT

11

12

13

(GEN) 9

PROCESS

1C

30

OUTCOME

9 1
msquartay

Numiayu

HR,QA,CQI

1

/

(2540)



GEN 2

GEN 3

GEN 4

GEN 5

14

21

2.2

2.3

2.4

2.5

31

3.2

3.3

4.1

4.2

4.3

4.4

4.5

(Training need .Training year plan)

31



GEN 6

GEN 7

GEN 8

51

5.2

5.3

54

6.1

6.2

6.3

6.4

7.1

7.2

7.3

7.4

7.5

7.6

8.1

8.2

8.3

8.4

8.5

32



GEN 9

8.6

8.7

9.1

9.2

9.3

33

cQl
(Implement the guildeline)
/ /
(policy guildeline) ( onitor/review)

(PDCA, CQI, innovation)

(2542)
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3.6

, 2541)

1 (TQM)

(Common vision)
1
AIC (Appreciation-
Influence-Control)
AIC (Appreciation-Influence-Control)

(workshop)

1 A (Appreciation)

(imagination) (vision)

(Shared vision) (shared Ideal)

2 | (Influence)

3 C (Control)
(Action Plan)
(Commitment)
(Control)
(Personal commitment)
AlC

(Spiritual development)



(Interactive learning through action)

AlIC
( , 2539)
5 (Future perspective)
Initiated) (Shared & Supported)

(Comprehensive & Clear)

Inspiring) ( , 2540)

21

2.2 TOM

2.3

2.4 .

2.5

2.6

35

(Leader

(Positive &



3.7

35
2540-

, 2541)
1
2

2.
3.
4,

3.7.1

2543 (

12

21

, 2541:

36



3.7.2.

17

150

17

23 2542)

28

750

90

, 2543)
( 160
2542)
(
17 2542)
( 554
2542)
( 190
2 ( 550
2543)
(
6 2543)
(
6 2543)
( 670

2544)

31



35

160 17 . . 2542

120

60

90 6 . .2543

60

390

30

90

60

786

580

640

515

497

346

204

323

430

750 6 . .2543

714

510

670 3 . .2544



(Hospital Acceptation)

1

732
150
300
550
403
200
196
200
275
110
200
554
500

100

2543-2544 (2543)

17

28

23

17

. 2542

. 2543

. 2543

. 2542



(Cross functional team)

41

The American Organization of Nurse Executive (AONE: 1992)

40
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Sullivan

11

1.2

13

14

15

21

2.2

Decker (1997)

(2539)

24

40

42



2.3

2.4

2.5

31

3.2

3.3

3.4

3.5

3.6

11

1.2

13

1.4

21

2.2

(2539)

43



2.3
24
2.5
2.6

2.7

31
3.2
3.3
3.4
3.5

3.6

4.2

AIC (Appreciation-Influence-Control)

AIC

44



45

A : Appreciation

2 | : Influence
3 C : Control (Action Plan)
AlC
2. (Quality Control Circle : QCC/QC)
(Continuous  Quality
Improvement : CQI) (Management tools) *

(Bottom-up approach)
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( , 2536)
QC
(Integration)
(Interdisciplinary)
(Organization & Management) (Policy & Planning)
(Behavior science) (Statistic)
(Economic)
QC (Values)
QC
PDCA (Plan Do Check Action)

(Management by facts)

(Check sheet)

(Cause and effect diagram) (Relation
diagram) (Tree diagram) (Causal models)
(Brainstroming method)

- (Cost benefit)

3 5
5 5 (SEIRI) (SEITON)
(SEISO) (SEIKETSU) (SHISUKE) : (

2542: 22)



1

4)

2)

3)

5)

47
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10.

11.

12.

13.

14.

15.

TQM/CQI

PDCA (Plan Do Check Action)

IS09000

, 2540)4

(Suggestion system)

48

, 2539) 5

(Risk Management)



2)

4)

165)

Buddy

( , 2541: 281)

( , 2539)

1)

3)

5) 6)

(Organization Development)

(Organization Development) 0.D.

0O.D.

49

, 2541



(Stroke) Stroke

O.D.
(0.D.)
(
, 2541) O.D.
6. (Excellence Service Behaviour = ESB)
( , 2541)

( , 2541)

50

ESB



CPGs

2543) CPGs

CPGs

CPGs

CPGs

CPGs

(Clinical Practice Guidelines =CPGs)

(Clinical Practice Guidelines)

CPGs

, 2543)

3
(
CPGs
CPGs
, 2543)
PDCA

51
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1.2

, 2544)

PDCA

, 2540)

, 2540)

, 2539;

(Job description)

(Job

, 2543)

52

, 2543;

description)



3.2

4.1

4.2

PDCA

, 2540)

360

, 2543)

53



4.3
1 s (
, 2543)
Manual) (Work  Instruction)
Guideline)

, 2540)

54

, 2540;

(Procedure

(Clinical  Practice

, 2544)
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1.2

13
14

PDCA

Resuscitation

2542)

55



81

Conference Pre - Post Conference

8.2

8.3

84

8.5

8.6

8.7

(Holistic care)

56

Morning



8.8

(Patient focus)

3)
4

2543)

(Discharge  planning)
, 2543)

2540 2543)

5/
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Flow shading, Fish hone diagram, Pareto chad, Cause
effect diagram Correlation analysis
4,

PDCA

(Deming, 1986) PLAN-DO-CPIECK-ACT

4
L Plan ( )
2. Do ( )
3. Check ( )



Gen 9

Gen 8

GENL:
GENZ:
GENS:
GEN4:
GENS:
GENG:
GENT:
GENS:
GENO:

9
Gen 1 Gen 2
Gen 3
N'_%
Plan Check
AN Act Gen 4
Gen 7 Gen 6 Gen b

59

Hospital Accreditation: HA



Model)

60

Counte (1992: 503)

Gardner and Cumming (1994)

500

Dees and Garcia (1995:

2537

239-244) PDCA

(Case Management Program)

(Program  Planning

(2537)



Plan - Do -

Check - Act

30

4

17

40

100- 112

(2539)

86

34.16

30

61



(2540)

TQM

TQM

TQM

(2540: 133-137)

(2540)

62



(2540)

(2540)

(2541)
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. 2536 . . 2541

376 352

(cQn

50

(2541)

(2542)

352

64
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