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Health Care Criteria for

Performance Excellence,
Baldrige National Quality Program, 2001



tory of Quality Managementﬁ

Egyptian wall paintings circa 1450 B.C.
e Skilled craftsmanship

I * |Industrial Revolution: rise of inspection and
separate quality departments

o Statistical methods at Bell System
e Quality control during World War |1 (SPC)
o Quality management in Japan (QCC, CWQC)



tory of Quality Managementﬁ

uality awareness

e |SO 9000
I  Malcolm Baldrige National Quality Award

o Quality In service industries, government,
health care, and education

e SiX sigma program, e-QM, and ...



Quality Problems

¢ Thetotal costs of poor-quality care

«»» All Health Care Stakeholders Must Demand
and Drive Quality



Comments

* The importance of Quality 1s
recognized!

-+ Do you know how to solve the
Quality Problems or Improve
i the Quality of Health care?






Costs of Poor-Quality Care)

(PAF)
« Examples of poor quality:




How to Fix the Problem?

» Establish your quality system

I - * Six sigma improvement
n










ustomer-Driven Quality Cycle W4

Customer needs and expectations
(expected quality)
\/

> |dentification of customer needs
]

>  Trandation into product/service specifications
(design quality)
v

> Qutput (actual quality)
\J
—>  Customer perceptions (perceived quality)

measurement and feedback
PERCEIVED QUALITY = ACTUAL - EXPECTED
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9/1~9/15

9/16~9/22
9/23~9/29

9/23~11/2

9/30~10/5
10/6~10/19
10/20~11/9
11/10~11/23
11/23~12/7
9/23~12/14
11/17~1/18

12/22~2/2

1/19~2/16
2/13~2/23



ISO

(  only)










60

otorola 80 TCS
Total Customer Satisfaction — 6o
. Tl, Allied Signal, Kodak, Ford, Nokia,
| Citibank, Toshiba, IBM, LG
ppm
e GE 1995 60
—> oo
. 2002 60

(NQPP) — 60



60

¢ |~ pm opm
2 308,537 22,750
3 66,807 1,350
4 6,210 32
5 233 i
6 3.4 i




4 Sigma 6 Sigma
5000 1.7
200,000 6 8

S5 4

98,000 avoidable deaths




—1997 1
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Motorola AlliedSignal
(1996.1...)

(MBBS)
(GBs) -> MBB & BB

( )
. 6o

400

(1997.5)

(BBS)




Define
||

v

M easure

v

Analyze
]

v

|mprove

v

Control

(DPMOS)






Q& A

Are you ready for
TOQM?

http://www.csgkh.org.tw
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