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Three Aspects of Quality

MEASURABLE

APPRECIATIVE £ 3 PERCEPTIVE
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Aspects of healthcare quality

Compliance with standard (guidelines, best practice,accreditations,
Measurable
awards, protocols) measurement tools (KPls)

Appraisal of excellent beyond minimal standards as peer view to judge personal
skills, performance & courts of law to determine professional behavior was

reasonable or negligent. (Judged by expert staff) (Peer review)

_ excellent that is perceived and judged by recipient or the observer of
Perceptive respect the opinions affective the care

Appreciative
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The 3 Aspects of Quality Care
R

1. Measurable Quality: e e

Measurable

* is the aspect of care which can be judged by the provider
through comparative measures between the actual
performance versus the standard one.

2. Appreciative Quality: AAppreciative

* is the aspect of care which can be judged by ‘the
experienced practitioners who rely not only on standards
but on their personal judgments and experiences as well.
Peer review is an example.

3. Perceptive Quality: perceptive

® is the aspect of care which is perceived/judged by the
recipient of care.
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DEPENDENT

A customer is anyone who receives our service Or
dependent on me as a supplier.
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The concept of customer

* Person who consider e as a supplier

* One who receive goods and services.
* Customers are our "dependents"; they rely on us for a

Customer satisfaction is viewed in healthcare as an essential component of success. Cause:
they focus on / how service meet their needs and there expected outcome are met.

Value of customer include : 1- price of care
2- quality of service
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 |dentifying customers:

I“

Wheel and spoke" or "sundia

- Customer lists by type: Internal and external.
* ldentifying customer needs:

- Surveys and interviews.

- Research.

- Brainstorming.
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» Tools to identify customers:
1. Customer lists by category, e.g., patients/families,

practitioners/clinicians. 1.
! internal Custormer
2. Customer lists by type ; internal and external customers. e’ e

Any organization has 2 type of customer:

1- internal customer: who is performing work eg . physicians,
pharmacists, nurses, finance staff, admitting staff, HR staff

2- external customer: outside the organization eg .

patients/families, accrediting bodies, suppliers, community
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» Tools to identify customers needs:

1. Surveys and questionnaires.
2. Interviews:

Assigned interview process; each manager calls 8-10
members/patients/clients per month for feedback on care

and service.

1. Focus groups, 6-12 homogenous customer  grouPs
particular process/ function with open-ended F::uuss‘\o“‘:‘
- . - \

questions for qualitative data. peop\;*w
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Brainstorming 100et \nrerest
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Research une
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“Wheel and spoke” or “sundial”

External customers
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Wheel and spoke or sundial

Internal customers
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Directly connected to an | §% i &8 Mot directly connected |
organization. o X 3 ' to an organization.

within the organization / outside the organization
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« Admitting/reception/front office
staff

* Administrative staff

» Administrative services staff

» Ancillary staff/technicians

« Care coordination/social
services staff

* Communications staff

* Human resource staff
Facilities staff

Finance staff

Medical/clinical record staff
Nurses, aides, medical
assistants

» Performance improvement, QM
* Pharmacists

» Physicians, med. directors

]

L]

[

 Patients/families

* Physicians

* Purchasers

* |Insurance companies and health
plans

 Employers

« Government agencies

» Regulators and accrediting
agencies

* Vendors/suppliers )goods and
services)

« Other providers

« Educational institutions
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Healthcare between service or product

PRODUCT. |

In healthcare
service driven
industry

In

manufactu.rlng trom O
product driven pext

industry
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Product Service
Tangible Intangible dwgelo e
Measure Output “objects” Measure Outcome
"performances”
Homogenous Heterogeneous duwilxis p
Can be stored or resold Perishable Lo/ 3l

cannot be stored or resold

Can be patented gl 8¢l Very difficult to patent
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KEY DIMENSIONS OF QUALITY CARE
PERFORMANCE

3

4,

5. Equitable

6. Patient-centered
7. Efficacy

8. Appropriateness
9. Avallability
10.Continuity
11.Respect and Caring
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« The degree to  which the care and services
provided are:

1. Relevant to an individual's clinical needs.
ila )
HEHELEYWANT

SLOT
: ——

2. Correct: Doing the right things in accordance
with the purpose (Medical necessity).

3. Suitable resource utilization as judged by

B
45

i ‘/
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Timeliness

e The degree to which care is provided to the
individual at the most beneficial or necessary time.

ALONE TIME IS
SO NECESSARY.

- uladadluies
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e The degree to which appropriate care and services are accessible and obtainable
to meet an individual's needs.

W itin.

AVAILABLE
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Competency S

e The degree to which the practitioner adheres to
professional and/or organizational standards of care
and practice.

Peer
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| S Cooperation
e The coordination of needed healthcare services for a patient among all

practitioners and across all involved organizations over time. -

e The —delivery—of—needed healthcare as a coherent unbroken succession of
services.

UNBROKEN
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Effectiveness

e The degree to which care is provided in the correct manner, given the current
state of knowledge, to achieve the desired or projected outcome(s) for the

individual

¥

Achieved

Desired

MEASURE
SUCCESS




