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To deliver prevention and accessible integrated care

through a safe, sustainable, and innovative system;

resulting inimproving primary care and enabling people to
take ownership of their own health.
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to transform into a world- class Healthcare
Provider, for comprehensive human-centric care.
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[ Quality

Definition First Time & every time.
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DOING RIGHT THING
RIGHT

>

Any Activity
(Work or Job) What To Do?
has 2 (Procedure)

parameters:

How To Do?
(Performance)

~

)




DOING RIGHT THING
RIGHT

What To Do?
(Procedure/s) Must This is either:
Be Complied with

Agreed
Standards Complied =
(Policies & Right Thing
Procedures)

Customer
Requirements Not Complied
(need & = Wrong Thing
expectation)




. DOING RIGHT THING

RIGHT

How To Do?
Performance)
is either:

Done Right

Done Wrong




done

Perform Unnecessary
Procedure Correctly

Done

Perform Necessary
Procedure Correctly

done

Perform Unnecessary
Procedure Incorrectly

Done

Perform Necessary
Procedure Incorrectly



Quality Definition

Quality of care is the degree to which health
services for individuals and populations increase
the likelihood of desired health outcome and are

consistent with current professional knowledge.

Institute of Medicine (IOM])

/
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Quality Definition
I
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Freedom from

deficlienciles

o

( Juran, 1989)

I

Product features that attract
& safisfy patients through
meeting customer

expectations
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| Quality Definition

/ Quality is achieving sustained
customer satisfaction through
meeting customer’s requirements
(needs & expectations) within an
organizational environment
commitied to continual
improvement.

* ISO 9000:2008




VY

» Total Quality Management is the process of
iInvolving every individual of the organization

in the process of improving care and
customer satisfaction

Quality
Definition
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Quality Management

Quality Assurance

Quality Control




Difference between quality assurance and total quality management

TOTAL QUALITY MANAGEMENT

e Activities is cross-departmental To
patient flow.

*including clinical and non-clinical
services.

* Continous improvement process.
* Errors are due to system failure.

* Focus on patient care process and
patient care outcome.

QUALITY ASSURANCE

* Activities based on
organizational structures.

* Activities are departmental.

* Taking action only when a
problem is identified.

e Errors are due to individual
performance.

* Focus on patient and caregivers.

Difference
between
quality
assurance
and total
quality
management



Quality Principles
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i Leadership Commitment _
i Focus on systems and processes _
i Focus on the costumers. _
i Focus on the data _
i Focus on team work _
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Quality

costumers

COSTUMERS




Who is the Customer ?

anyone who depends on me as

supplier

The customer is .
whoever receives the process,

product, or service.

anyone who delivers the

The Supplier is: process, service, or product.

Both customers and suppliers may be internal
(within the organization) or external (outside the
organization)




INnternal
Customers

INTERNAL CUSTOMERS ARE THOSE WITHIN
THE ORGANIZATION (EMPLOYEES) WHO:

( MAKE ENHANCEMENT OR ADD VALUETO
THE PRODUCT OR SERVICE YOU PROVIDE.)



External Customers

>
>
>

The final recipients of services
The reason the services exist

Examples

» Patient and his/her family (the ultimate
customer of healthcare)

» Purchasers of all types of insurance
» Community

» Regulatory agencies !
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Donabedian model

| |
Structure Process




Health Care Model: Donabedian
Model

Structure

eStaff

eDepartments
«Equipment Outcome
eSupplies Prevent the

Lt ePathways Six Ds:
*Environment eProtocols Death
«Physician Disease
orders Disability

Discomfort
Dissatisfaction
- Destitution
Transport (cost)

eNursing Care
eHousekeeping




Benefits of Providing
Quality Services

Benefites
of quality

* Increasing customer satisfaction and/or
decreasing customer dissatisfaction; with
subsequent increase in market share and
revenues/profits.

services

e Reducing the cost of poor quality.

* Increasing staff productivity; due to
increased morale and the standardization
of the work processes.




The Concept of “Value”

* Nowadays, consumers and insurers are demanding
proof that the quality of the purchased care is
worth the dollars paid.

Concept

Value = Quality of care (service usefulness perceived by the patient)

of value

Assume that a patient can have a surgery (X) at either hospital A or
hospital B. The level of care provided is the same and the same
surgery team will perform the surgery in either of the two hospitals.
If there is charges vary significantly between the two hospitals;
then the patient will feel that he has received greater value for the
price paid if he has the surgery done at the lower price hospital.
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Dimensions of Quality

{

*The degree to which the
care and the service

provided are relevant to *Correct suitable
an individuals clinical utilization of resource

Doing the right thing in
accordance with the
purpose .

Appropriateness: 4aidal)

needs , given the correct
state of knowledge

28 October 2024




Dimensions of Quality -

*The degree to which the care and the services are
accessible and obtainable to meet individuals needs.
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Competency : 5 il

standards of care and practice .

both the health & satisfaction of
costumers.
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Continuity : 4l iuy)

practifioners and across all involved
organization over time.
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status.
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Dimensions
of Quality
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l‘ Effectiveness: Lislil

Dimensions
of Quality
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Effectiveness Efficacy Efficiency
Qutcome Power Of Using

Resources Resources
[6)
Produce
OQutcome
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do so with sensitivity for individual’s needs,
expectations and individual differences.

decisions.
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Safety: 4ol

p
Dimensions

\of Quality

provider. (Organization environment
free from hazards or danger).
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Timeliness: cwbliall < gl

p
Dimensions

\of Quality

The degree to which services are
provided to customers in accordance
with their perception of promptness.
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'Advice for Total Quality Management

Prouductive work is accomplished through process

Sound Customer-supplier relationships are absolutely necessary for quality
management

The main source of quality defects is problems in the process

Poor quality is costly

Understanding the variability of processes is a key to improving quality

Quality control should focus on the most vital processes




Advices to quality fans
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J CERTIFIED
« PROFESSIONAL T\

CPHQ

L\ IN HEALTHCARE
W QUALITY® 4

CPHQ

/is a credential that reflects a medical professional’s l
expertise in health care skills, knowledge, and
experience It is offered by the National Association
of Healthcare Quality (NAHQ) and demonstrates
proficiency in areas such as organizational
leadership, performance improvement, health data
analyfics, and patient safety y




'WHY CPHQ

rBig number of healthcare institutions in KSA

rln’reres’red people for getting certificate

rTronsforma’rion of healthcare system

Privatization of healthcare il sdl 3. e 3€ 5ill g Laall g Uadll dadad

rSmoII number of quality personnel and managers who certified with CPHQ CPPS \

rAvoiIobiIi’ry of trainers in KSA- Saudi Brand quality program

rOne of the requirements for being recognized quality Director

rOne of requirements for being CBAHI, CHI, JCI, Surveyor
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|Advices to quality fans

\ /
Key rormarcs

/ p’etr;’::e':u:j:e'
= Performance K P ‘

Indicator

\ “It's quantitative"

\

"how to develop and use
key performance indicators
to measure and improve
your business outcomes.
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