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Total Quality Management (TQM) is a management strategy aimed at embedding awareness of quality in
all organizational processes. TQM has been widely used in manufacturing, education, government,
and service industries, as well as NASA space and science programs

*1SO 9001 is a model for quality assurance systems in design, development, production, installation and
servicing. It is appropriate when conformance to specified requirements is to be assured by the supplier
during several phases of activity which may include design, development, production, installation and

servicing.

*1S0 9002 is a model for quality assurance systems in production and installation. It is appropriate when
conformance to specified requirements is to be assured by the supplier during production and installation.
*1S0 9003 is a model for quality assurance systems in final inspection and test. It is appropriate when
conformance to specified requirements is to be assured by the supplier solely at final inspection and test.
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Quality means different things to different
people.

Some people think that getting quality health care means
seeing the doctor right away, being treated courteously
by the doctor's staff, or having the doctor spend a lot of
time with them.

While these things are important to all of us; clinical
quality of care is even more important.

Quality care is care that works, is safe and is tailored for
patients.

Health care quality is getting the right care to the right
patient at the right time—every time.

Everyone who gives, gets or pays for care should care
about improving quality,

You Deserve Quality Health Care

Getting quality health care can help you stay healthy and
recover faster when you become sick. However, we know
that often people do not get high-quality care

Improving health care quality is a team effort, and it is
ongoing on many levels. To succeed, every part of the
health care system must become involved, including
government and nongovernment organizations, doctors,
nurses, pharmacists, hospitals, other providers, and Youl,
the patient.

One way to assess and track quality of care is by using
measures that are based on the latest scientific evidence,
A health care measure clearly defines which health care
services should be provided to patients who have or are
at risk for certain conditions, Measures also set standards
for screening, immunizations, and other preventive care.
Accreditation is an indicator that can be used to judge
quality. Accreditation is a "seal of approval® given by a
private, independent group. Health care organizations—
such as hospitals—must meet national standards,
including clinical performance measures, in order to be
accredited.

How do [ know if I am getting quality health care?

* Your health care fits your needs and preferences.

o Your health care does not cause harm.

* Your health care is right for vour illness.

Your health care is given without unnecessary delays.
Your health care includes only the medical tests and
procedures that you need,

Your health care’is fair and not affected by such

things as your gender, language, color, age or income.

VA

What is "quality he zlth
Dr. Dina El-kamha wi

Quality Measurement

Fortunately, there are scientific ways to measure health
care quality.

These tools have mostly been vsad by health
professionals,

They use measures to review and improve the quality of
care they provide.

A quality measure is information from a patient's record
or an operational process that is converted into a rate,
percentage or time that shows how well providers are
taking care of their patients. Quality measures give you
information about how well providers care for some, but
not all of their patients. Most ouality measures have been
designed to measure evidence Lused care. Patient who
should not get the recommend= care treatments are not
counted in the measures.

healthcare quality
Structure, process, and ov . 1 me,

ent and facilities
‘orks
- results
rto measure; outcome is

* Structure: Physical equir
* Process: How the systen
* Outcome: The final prod
Structure and process are e:
more important

The six dimensions of hez

Safe, dmely, effective; efficient,
centered care.

All dimensions are important
improved on a continuing basi
1. Safe: Avoiding injuries to pa
intended to help them.

2. Effective: Providing service: “=sed on scientific
knowledge to all who could ben- 11+ and refraining from
providing services to those not | zaly to benefit (avoiding
underuse and overuse). Doing * = right thing for the right
person at the right time.

3. Patient-centered: Providir
responsive to individual patier |
values, and ensuring that patie

care quality:

,uitable and patient-
need to be monitored and

ients from the care thatis

:re that is respectful of and
sierences, needs and
alues guide all clinical

decisions.

4. Timely: Reducing waits ar - - >metimes unfavorable
delays for both those who re«~ v and those who give
care

articular waste of

ArEy.

vary In quality because of
er, ethnicity, geographic
status.

5. Efficient: Avoiding waste,
equipment, supplies, ideas an+
Equal: Providing care that does -
personal characteristics such as
6. Location and socio-econo
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