
 

TQM- gvb m¤§Z nvmcvZvj †mev e¨e ’̄vcbvi bZzb w`Mš—  
TQM-Defining new paradigm of Quality assurance in Hospital Service Management  

 
1. m~Pbv  
 
hw`I nvmcvZvj¸‡jv Rbmvavib‡K ¸i“Z¡c~Y© †mev cÖ`vb K‡i, wKš‘ ev¯—‡e †`Lv hv‡”Q, ‡mev MÖnbKvixMb 
we‡klK‡i ‡ivwMiv ‡mev cÖ`vbKvix‡`i Dci Amš‘ó Ges Zv‡`I wei“‡× Awf‡hvM Ki‡Q| Kvib †mev cÖ`vbKvixiv 
(service provider) Zv‡`i †h ai‡bi †mev cÖ̀ vb Ki‡Q, Zv‡Z Zv‡`i cÖZ¨vkv c~iY n‡”Q bv A_©vr 
AvKl©bxqfv‡e †mev cÖ`vb Kiv n‡”Q bv| d‡j †mev MÖnxZv‡`i (customer) cÖZ¨vkv Ac~Y©B †_‡K hv‡PQ| 
 
G‡¶‡Î Ac~Y© cÖZ¨vkv¸‡jv g~jZ wPwKrmv m¤úwK©Z bq, eis wPwKrmv †mevi gvb m¤úwK©Z| †hgb, †mev MÖnxZv‡`i 
gh©v`v, †gŠwjK, gvbweK Pvwn`v, gvbevwaKvi, `ª“Z wPwKrmvjvf, †MvcbxqZv, †hvMv‡hvM, ^̄vqZ¡kvmb BZ¨vw`| 
nvmcvZvj¸‡jv GBme cÖZ¨vkv c~i‡Y e¨v_© n‡j- Zv‡K ejv nq, nvmcvZvj `~N©Ubv| hLb wPwKrmv Kg©Kv‡Û, wbqg 
Kvby‡bi e¨vZ¨q Kiv nq, ZLb GB `~N©Ubv †`Lv †`q| Avevi wKQy welq- †hgb, bKkv, AeKvVv‡gv, wbqgbxwZ 
BZ¨vw`i †¶‡Î e¨v_©Zv myß _vK‡Z cv‡i| Giƒc cwiw¯’wZ †_‡K gyw³ †c‡Z n‡j Avgv‡`i ¯^v¯’¨ ‡mevi ¸bMZgv‡bi 
wel‡qi w`‡K g‡bv‡hvM w`‡Z n‡e| 
 
2. ^̄v ’̄̈  ‡mevi ¸bMZgv‡bi HwZnvwmK w`K (Historical Perspective of Quality) 
 
2.1 ¸bMZgv‡bi weKv‡ki avc (Evolutionary Stages of Quality) 
 
¸bMZgv‡bi weKv‡ki avc‡K 4 wU fvM fvM Kiv hvq- K) cwi`k©b (Inspection), L) ¸bMZgvb wbqš¿Y 
(Quality Control), M) ¸bMZgv‡bi wbðqZv (Quality Assurance), Ges N) mvwe©K ¸bMZgv‡bi 
e¨ve ’̄vcbv (Total Quality Management/TQM)| 
 
Ôcwi`k©‡bÕ ïaygvÎ Pzov›Z c‡b¨i cix¶v Kiv nq| 
 
Ô¸bMZgvb wbqš¿YÕ I Ô¸bMZgv‡bi wbðqZvÕ g~jZ cÖwµqvi (process) Dci `„wówbeÜ K‡i| Ô¸bMZgv‡bi 
wbðqZvÕ avcwU †k‡li w`‡K †ek RbwcÖq nq, †h‡nZz GUv ^̄v ’̄̈  †mevi ¸bMZ g‡bvbœq‡b Ges †mev MÖnxZvi 
(customer)  cÖZ¨vkv c~i‡Y m‡Pó|  GLv‡b †mev cÖ̀ vbKvixiv (service provider) wbw ©̀ó gvb`Û Abyhvqx me 
ai‡bi Kg©KvÛ MÖnY K‡i‡Q wK bv- Gi Dci ¸i“Z¡ Av‡ivc Kiv nq|  
 
TQM ej‡Z †mev MÖnxZvi (customer) mvwe©K cÖZ¨vkv c~i‡Yi Ae¯’v‡K ‡evSvq| GB mg —̄ cÖZ¨vkv c~i‡Y 
TQM AZ¨š— mwµq Ae¯’vb wb‡Z cv‡i& | 
 
Ô¸bMZgv‡bi wbðqZvÕ I TQM  A¨v‡cÖv‡P e¨ve ’̄vcbvq wbqš¿Yg~jK f~wgKvi cwie‡Z© ¶gZvqb I mn‡hvMxZvi 
nvZ evov‡bv nq| µgvMZ gvZvg‡Zi †cÖw¶‡Z, GUv Pjgvb cwieZ©‡bi gva¨‡g ¸bMZgv‡bi †mev A‡š^lY K‡i| 
 
cÂv‡ki `k‡K, Rvcv‡b wkíLv‡Z TQM Pvjy nq| 5S welqwU GLv‡b TQM Gi wfwË wnmv‡e Avwef©~Z nq|   
1993 mv‡j kªxjsKvq me©cÖ_g 5S Pvjy nq| 1996 mv‡j TQM avibvwU Av‡gwiKvi Ôg¨vjKg weªR b¨vkbvj 
†KvqvwjwU A¨vIqvW©Õ Gi mgK¶ Ô b¨vkbvj †KvqvwjwU A¨vIqvW©Õ cvq| kªxjsKvi wkíLv‡Z ¸bMZgv‡bi weKvk c~‡e© 
ewY©Z av‡c av‡c m¤úbœ n‡q‡Q| wPwKrmv †¶‡Î ¸bMZgvb myi¶vi Rb¨ Z_¨ msMÖn cÖwµqvi gZ AeKvVv‡gv 
wbf©i‡hvM¨ I mgqvbyhvqx n‡Z n‡e| GUv wbf©i K‡i Z_¨ cÖwµqvRvZKiY c×wZ, Kvh©‡cv‡hvMx Kg© cwi‡ek, mỳ ¶ 



Kg©KZ©/Kg©Pvix, †ivMxi †mev cÖ`v‡b †cÖlbv- BZ¨vw`i Dci| kªxjsKvi nvmcvZv‡j Ô¸bMZgv‡bi wbðqZvÕ cÖ̀ v‡bi 
Rb¨ cÖZ¨vkv Abyhvqx AeKvVv‡gv wQjbv| 
 
 
2.2 ¯^v¯’¨ ‡mevi ¸bMZgv‡bi j¶¨: 
 
nvmcvZv‡ji Kg©KZ©v/Kg©Pvix‡`i mwµq AskMÖn‡Yi Øviv †ivMxi mš‘wó I wbivcËv e„w×i g‡Zv mvsMVwbK ms¯‹…wZ 
ˆZixi j‡¶¨ 5S –CQI/KvB‡Rb- TQM Pvjy Kiv| 
 
2.3 ^̄v ’̄̈  ‡mevi ¸bMZgv‡bi cÖZ¨vwkZ djvdj (expected output) 
 

• 5S ev¯—evq‡bi c×wZ ˆZix  
• GKwU ¸bMZgv‡bi e¨ve ’̄vcbv cÖwµqv cÖwZôv 
• wk¶v AR©bkxj msMVb ms¯‹…wZ m„wó 

 
3. mvwe©K ¸bMZgv‡bi e¨ve¯’vcbv (Total Quality Management/TQM) 
 
3.1 ¯^v¯’¨ ‡mevi ¸bMZgv‡bi eZ©gvb Ae¯’v 
 
^̄v ’̄̈  †mev myweav e„w×i Rb¨ KZMywj we‡kl m¤ú‡`i/DcKiY cÖ‡qvRb| G¸‡jv n‡”Q- Avw_©K, gvbweK Ges 

AeKvVv‡gvMZ DcKiY|  miKvix ^̄v ’̄̈  myweav I †emiKvix ¯^v¯’¨ myweavq Gm‡ei †hvMvb AZ¨š— mxwgZ| GQvov  
`xN©w`b a‡i ^̄v ’̄̈  †mevq Avw_©K mvnv‡h¨i ^̄íZv i‡q‡Q| G‡`‡k ¯^v¯’¨ myweavi †¶‡Î m¤ú‡`i Afv‡ei Ab¨Zg 
Kvib n‡”Q- Aí msL¨K Rb‡Mvôxi ^̄v ’̄¨ exgv Aš—f©~w³; e¨vqfvi (Cost Recovery) cybi“×v‡i miKv‡ii 
f~wgKv AZ¨š— mxwgZ| 
 
 
3.2 TQM Gi msÁv   
 
TQM KwgwU (eds, 1998) KZ¸‡jv Gi KZ¸‡jv msÁv w`‡q‡Q- 
 
K. e¨vemv cÖkvmb, weÁvb Ges wbqš¿‡Yi c×wZ; 
L. ms¯’vi cybM©Vb Ges ¸bMZ gv‡bvbœq‡bi GKwU Dcvq; 
M. weÁvb e¨ve¯’vcbvi GKwU mvwe©K cÖwµqv; Ges 
N. †Kvb GKwU wel‡q m¤¢ve¨ Ávb I `¶Zvi m‡e©v”P cÖ‡qv‡Mi †¶Î| 
 
 
 
 
 
 
 
 
 
 



3.3 TQM Gi P¨v‡jÄ 
 
3.3.1 m¤ú‡`i gvivZœK ¯^íZv 
 
Dbœqbkxj †`k¸‡jv wPwKrmv cÖ`vbKvix Kg©x, Jla, ‡mev myweav, Z_¨ cÖhyw³- BZ¨vw` †¶‡Î ¸bMZ I gv‡bi †¶‡Î 
gvivZœK msK‡U i‡q‡Q| Gme wPwKrmv †mevi GKwU eo Ask miKvixfv‡e cwiPvwjZ nq| hw` ‡mev MÖnYKixMb  
¯^v¯’¨ †mevi e¨vcv‡i Amš‘ó nq, Z‡e Zv‡`i Avi †Kvb weKí c_ †Lvjv _v‡K bv| 
 
 
3.3.2 ‡mev MÖn‡bi mxwgZ my‡hvM (poor accessibility) 
 
Dc‡iv³ ^̄íZv QvovI Av_© mvgvwRK Ae ’̄vi †cÖw¶‡Z †mev MÖnbKvix Mb B”Qv gZ †h ‡Kvb ¯^v¯’¨ †mev †K‡›`ª †mev 
MÖn‡bi Rb¨ h_vhZ cÖ‡ekvwaKvi cvq bv, d‡j ^̄v ’̄̈  †mev wb‡Z Z…bg~j ch©v‡qi †mev MÖnbKvixMb ewÃZ nb|  
hw`I A‡bK GjvKvq hvZvqvZ AeKvVv‡gv GZUvB Lvivc †h, hw` Rbmvavib ‡Kvb wbf„Z AÂ‡j _v‡K, Z‡e Zv‡`i 
c‡¶ wPwKrmv †mev myweav cvIqv AZ¨š— KwVb| 
 
 
3.3.3 wPwKrmvi e¨vqfvi en‡b A¶g 
 
Dbœ&qbkxj †`‡ki Rbmvavi‡bi AwaKvskB wPwKrmvi e¨vq †gUv‡bvi Rb¨ ch©vß Avq DcvR©b †bB e‡j wPwKrmv 
†mev MÖn‡b Amg_© Amyweavq c‡i| wPwKrmv e¨‡qi AwaKvsk miKvix cÖwµqvq †gUv‡bv nq-hv‡Z †ivMx‡K Lye Aí 
e¨vqfvi enb Ki‡Z nq| wKQy †`k wPwKrmvi e¨vq †gUv‡bvi Rb¨ miKvix ^̄v ’̄̈  exgv Kg©m~Px MÖnb K‡i‡Q| †mLv‡b 
A‡bK †`‡k ivR¯^ Avq Øviv wPwKrmv e¨vq †gUv‡bv nq| g~jZ  wPwKrmv m¤ú` ev †mev myweavi ¯^íZvi Ab¨Zg 
Kvib n‡”Q- cÖ‡qvRbxq e¨vq eiv‡Ïi Afve| GQvov †`‡ki miKvi ‡h wPwKrmv †mev myweav cÖ`vb K‡i- Zv A‡bKUv  
Kj¨vb g~jK Kg©KvÛ wn‡m‡e, d‡j †ivMxiv Zv‡`i wPwKrmv ‡mev msµvš— AwaKvi Av`vq/`vex Ki‡Z cv‡i bv| 
 
 
3.3.4 wPwKrmv †ckvRxwe‡`i †cÖlbv/cÖ‡bv`bvi Afve 
 
m¤ú‡` míZvi Ges nvmcvZvj e¨e¯’cbv e¨_©Zvi Kvi‡b  Dbœ&qbkxj †`‡ki wPwKrmK‡`i ev wPwKrmv †ckvRxwe‡`i 
cÖ‡qvRbxq †cÖlbv/cÖ‡bv`bv cÖ`vb Kiv m¤¢e nq bv| mwVK Revew`nxZv bv _vKvi Kvi‡b wPwKrmKiv wPwKrmv †mev 
cÖ`vb Kivi e¨cv‡i h_vhZ Avš—wiK bb djkÖ“wZ‡Z †mev MÖnbKvixMb gvb m¤§Z wPwKrmv †mev nB‡Z ewÃZ nb | 
h_vh_ cÖ‡bv`bvi Afv‡e †mev cÖ`vb Kvix‡`i †mev  cÖ`v†bi †¶‡Î Avš—wiK g‡bvfv‡ei Afve evav n‡q `vovq | 
cÖ‡qvRbxq †cÖlbvi Afv‡e Zviv miKvix nvmcvZv‡j KvR Ki‡Z A‡ZvUv AvMÖnx bv n‡q  wb‡R‡`i wK¬wb‡K KvR Kiv 
†kªq e‡j g‡b K‡ib| 
 
3.3.5 msµvgK †iv‡Mi Dci †_‡K Av‡jvKcvZ m‡i hvIqv (shift of focus) 
 
eZ©gvb wek¦e¨vcx msµvgK †ivM A‡c¶v Rxeb aviY msµvš— ‡iv‡Mi w`‡K ‡ekx g‡bv‡hvM †`qv n‡”Q| Dbœ&qbkxj 
†`‡k¸‡jv GB Ae ’̄vi gvSvgvwS i‡q‡Q, d‡j Zv‡`i GKB mg‡q `y ai‡bi ‡iv‡Mi cÖwZ g‡bv‡hvMx n‡Z nq| GB 
cwiw¯’wZ‡Z, Dfq cÖKvi †iv‡Mi weiƒ‡× wPwKrmv Kivi Rb¨ miKvix mnvqZv †`qv KwVb n‡q c‡i|  
 
Dc‡ii Av‡jvPbv n‡Z GUv g‡b n‡Z cv‡i †h, GBme ˆewkó¨ TQM Gi Rb¨ ûgKx ^̄iƒc| wKš‘ ev —̄‡e G¸‡jv 
G‡¶‡Î BwZevPK cÖfve †d‡j| 
 



 

3.4 TQM Gi e¨vcv‡i ¯^v¯’¨ Awa`ß‡ii cwiKíbv 
 

 
• 5S-CQI-TQM avibv cwigvc Kiv Ges mKj nvmcvZv‡j ev —̄evqb; 
 
• ¸bMZ gv‡bvbœ&q‡bi (Quality improvement) g~jwfwË wnmv‡e  5S-CQI-TQM Gi e¨venvi; 

 
• evsjv‡`‡ki cwi‡cÖw¶‡Z 5S-CQI-TQM Gi †hŠw³K KvVv‡gv (Logical Framework) Øviv GKwU 

wbqwgZ cwiex¶Y Ges g~j¨vqY (M&E) cÖwµqv cÖvwZôvwbKxKiY; Ges 
 

• mKj nvmcvZv‡j cvuPwU 5S -CQI-TQM ev —̄evq‡b DrmvwnZ Kiv Ges GUv †UKmB Kivi cÖwµqv 
MVb Ges Kvh©Kix Kiv| 
 

 
 
 
 
 
 

3.5  †Kb Avgv‡`i KvR‡K mwVKfv‡e cwiPvjbv Ki‡Z n‡e 
 
RxebUv‡K mwVKfv‡e Dc‡fvM Ki‡Z cvwi hw` Avgiv Avgv‡`i KvR‡K h_vh_ cwiPvjbv Kwi | wKš‘ GUv AR©b 
Ki‡Z n‡j Avgv‡`i mwµq †ckvMZ Rxeb _vK‡Z n‡e-hv‡Z Avgiv Avgv‡`i BwáZ j‡¶¨ †cuŠQv‡Z cvwi|  Avgiv 
hw` GiKg mwµq †ckvMZ Rxe‡b †cuŠQv‡Z PvB, Z‡e Avgv‡`i Ggb GKwU AvZœwek¦vm _vK‡Z n‡e ‡h, Avgiv 
mnKg©x I †mev MÖnxZv‡`i KvQ †_‡K †ckvMZ †hvM¨Zvi gva¨‡g kª×v AR©b Kiv hvq| GB †ckvMZ †hvM¨Zvi Rb¨ 
cÖ‡qvRb- Ggb GKwU Kg©cwi‡ek †hLv‡b Avivg`vqK Kg©¯’j I fvj `jxq Kv‡Ri (team work) ga¨ w`‡q 
mdjZv AR©b Kiv m¤¢eci| Kv‡Ri mwVK cwiPvjbv, Avgv‡`i Rxeb‡K mwVKfv‡e Dc‡fvM Ki‡Z PvwjZ Ki‡e| 
GB ai‡bi Kg© cwi‡e‡ki gv‡bvbœq‡bi Ab¨Zg †KŠkjMZ ïi“ (entry point) n‡”Q 5S avibvi ev¯—evqb| 
Av‡iKwU †KŠkjMZ ïi“ (entry point) n‡”Q cwiKwíZ Kg©KvÛ ev¯—evqb| †KŠkjMZ we‡k−lY (Strategic 
analysis), †KŠkjMZ cQ›` (choice), †KŠkjMZ wbqš¿Y GBme cwiKíbv Kg©Kv‡Ûi Aš—f©~³| GB ai‡bi 
cwiKíbv Kg©Kv‡Ûi A‡bK¸‡jv g‡Wj i‡q‡Q| Z‡e †hUv ¸i“Z¡c~Y©-Zv n‡”Q me mgq ¸bMZ gv‡bvbœqb A_©vr 
ÔµgvMZ ¸bMZ gv‡bvbœqb (CQI)Õ| Kg© cwi‡e‡ki Dbœqbg~jK Kg©Kv‡Ûi ev¯—evq‡bi cvkvcvwk hw` CQI) I 
eyw×e„wËK Kg©KvÛ cwiPvjbv Kiv hvq- Z‡eB TQM KvVv‡gv Avgv‡`i ¸bMZgv‡bi †mev I D”Pgv‡ci 
Drcv`bkxjZv AR©‡b mnvqZv Ki‡e| 
 
 
 
 
 
 
 
 



3.6 TQM A¨v‡cÖv‡Pi g~jwfwË wnmv‡e 5S 
 
¸bMZ gv‡bvbœq‡bi A‡bK¸‡jv A¨v‡cÖvP Av‡Q| 5S A¨v‡cÖvP n‡”Q Ggb GKwU A¨v‡cÖvP- hv Evidence Based 
practice( EBP) ÷vwWi GK b¤^i Dcv`v‡bi Aax‡b evmeZevwqZ n‡e| 5S ev¯—evqb †KŠkjwU Ab¨vb¨ ¸bMZ 
gv‡bvbœq‡bi wbðqZv Kg©m~Px †_‡K c„_K| 5S GKwU DËg Kg©KvÛ, Kvib GwU me ai‡bi Kg©KZ©v I Kg©Pvix‡`i 
Kv‡Q GwU „̀k¨gvb I ‡evaMg¨| GUv me©Rb ^̄xK…Z †h, wUg IqvK© A¨v‡cÖvPi gva¨‡g GKwU ms ’̄vi me ai‡bi 
Kg©KZ©v I Kg©Pvix‡`i GKwÎZ Kiv m¤¢e| ms¯’vi †mev MÖnxZv I cÖ`vbKvix‡`i `„k¨gvb myweavi Rb¨ 5S 
cwiex¶Y I g~j¨vqb (M&E) †mevi ÔµgvMZ ¸bMZ gv‡bvbœqb (CQI)Õ K‡i| ¸wUKZK nvmcvZv‡j 5S avibvi 
ev¯—evqb, miKvix nvmcvZv‡ji †bwZevPK wPÎ ms‡kva‡b mnvqZv K‡i Ges Kg©KZ©v Kg©Pvix‡`i Av`k©‡K mgybœZ 
K‡i| GB A¨v‡cÖv‡Pi g~jbxwZ n‡”Q, mn‡R †evaMg¨ Ges ev —̄evqb‡hvM¨ c×wZi gva¨‡g nvmcvZv‡ji Kg©KZ©v 
Kg©Pvix‡`I mvwe©K AskMÖn‡b DrmvwnZ Kiv| GB A¨v‡cÖvP Lye ª̀“Z „̀k¨gvb I ‡evaMg¨ djvdj cÖeZ©b K‡i|    
 
 

5S - CQI- TQM ev —̄evqb ch©vq 
 

cvuPwU S g~jZt K‡qKwU av‡c m¤úbœ nq- hv wb‡gœi mvibx‡Z †`Lv‡bv n‡jv- 
 
mvibx -1 5S  ev¯—evqb ch©vq 
 
 ch©vq AvbygvwbK mgq Kg©Kv‡Ûi D`vniY 

 
1. cÖ¯‘wZ g~jK ch©vq 

(Preparatory Phase) 
1 gvm Z_¨ weZiY/cªPvi, e¨ve ’̄vcbv  cÖwk¶Y, QIT 

MVb, cwiw¯’wZ we‡k−lY, Afxó GjvKv wbe©vPb 
 

2. m~Pbvg~jK ev cÖv_wgK ch©vq 
(Introductory Phase) 
 

6 gvm Kg©KZv©/Kg©Pvix‡`i cÖwk¶Y, WIT MVb, evQvB, 
¸Qv‡bv, JR¡j¨ Kg©KvÛ 
 

3. ev¯—evqb ch©vq 
(Implementation Phase) 
 

2 eQi Pjgvb cix¶Y, gvbm¤§ZKiY Kg©KvÛ 
 

4.  i¶bv‡e¶Y ch©vq 
(Maintenance Phases)  
 

Pjgvb wi‡d«kvi cÖwk¶Y, cyi®‹vi cÖ`vb 
 

 
 5S - CQI- TQM ev¯—evqb ch©v‡q Kg©Kv‡Ûi 10wU avc i‡q‡Q| cȪ ‘wZ g~jK ch©v‡q 5 wU avc, cÖv_wgK ch©v‡q 
3 wU,  ev¯—evqb ch©v‡q 1wU Ges i¶bv‡e¶Y ch©v‡q 1 wU avc i‡q‡Q| cÖ‡Z¨KwU av‡c A‡bK¸wj Kg©KvÛ i‡q‡Q| 
G¸‡jv 5S - CQI- TQM Pv‡U© †`Lv‡bv n‡jv| 
 
i¶bv‡e¶Y (Maintenance Phases) ch©vqwU Pjgvb Ges Gi †Kvb mxgv †bB| Avkv Kiv hvq †h, 3 eQ‡ii 
g‡a¨ Gi Rb¨ cÖ‡qvRbxq KvVv‡gv Ges ØvwqZ¡kxj cÖwµqv _vK‡e| mKj ¯^v¯’¨Kg©xiv TQM Gi Av‡jv‡K Kg©̄ ’‡ji 
wbqg Ges Af¨vmUv‡K cwigvwR©Z Ki‡eb| S 1-S 2 n‡e mKj Kg©KZ©v/Kg©Pvix Ges myweav e¨ve¯’vcbvi ms¯‹…wZ| 
 
 



cȪ ‘wZ g~jK ch©vq (Preparatory Phase) 
 
avc-1:   5S - CQI- TQM avibv msµvš— Z_¨ weZiY/cªPvi 
 
c~‡e©B ejv n‡q‡Q, cvuPwU S Kg©KvÛ wk¶v w`‡q ïi“ nq| GB ch©v‡q cvuPwU S msµvš— avibv cÖPvi/weZiY Kiv n‡e 
Ges Kg©KZ©v/Kg©Pvix‡`i Gi cÖwZ ms‡e`x K‡i Zzj‡Z n‡e|  
 
avc-2 e¨ve¯’vcbv ch©v‡qi Kg©KZ©v‡`i cªwk¶Y 
 
GB ch©v‡q wbgœwjwLZ wel‡qi Dci cÖwk¶Y cÖ`vb Kiv †h‡Z cv‡i: 
 

• 5S  - CQI- TQM avibv; 
 

• ^̄v ’̄̈  myweav c×wZi Dci cwiw ’̄wZ we‡k−lY (situation analysis); 
 

• wKfv‡e QIT cÖwZôv Kiv n‡e Ges Gi f~wgKv I ØvwqZ¡; 
 

• wKfv‡e WIT cÖwZôv Kiv n‡e Ges QIT Gi mv‡_ Gi m¤úK©; 
 

• cvuPwU S Kg©KvÛ cwiex¶Y Ges g~j¨vqY; Ges 
 

• Kg©KZ©v/Kg©Pvix‡`i Rb¨ cÖwk¶Y c×wZi Dci wk¶v DcKiY (teaching material) ˆZix| 
 

 
avc-3 ¸bMZ gv‡bvbœqY wUg ev QIT (Quality Improvement Team) MVb 
 
e¨ve ’̄vcbv ch©v‡qi Kg©KZ©v‡`i cÖwk¶‡Yi ci ¸bMZ gv‡bvbœqbg~jK Kg©KvÛ Pvjv‡bvi Rb¨ QIT MVb Kiv 
n‡e| QIT m`m¨‡`i nvmcvZvj e¨ve¯’vcbv wU‡gi m`m¨‡`i †_‡K wbe©vPb Kiv n‡e| QIT m`m¨‡`i g~j 
f~wgKv n‡e- 
 

• 5S  - CQI- TQM Gi Dci nvmcvZv‡ji Kg©KZ©v/Kg©Pvix‡`i cÖwk¶Y cÖ̀ vb; 
 
• cwiw ’̄wZ we‡k−lY (situation analysis) m¤úbœ Kiv; 

 
• nvmcvZv‡ji mvavib mgm¨v¸‡jvi Rb¨ 5S-CQI-TQM Kg©KvÛ ev —̄evqb Kiv; 

 
• wbw`©ó mgqe¨vcx cwiwe¶Y cwiPvjbv Ges WIT ‡K KvwiMwi mnvqZv ev civgk© cÖ`vb; 

 
• nvmcvZv‡ji mKj QI Kg©KvÛ wjwce× K‡i ivLv; 

 
• cwiw¯’wZ ch©v‡jvPbv Ges Kg© cwiKíbv (operational plan); 

 
• 5S  - CQI- TQM Kg©Kv‡Ûi Rb¨ cÖ‡qvRbxq mn‡hvMxZv cÖ̀ vb Kiv; Ges 



 
• nvmcvZvj e¨ve ’̄vcbv KwgwU, ^̄v ’̄̈  Awa`ßi Ges ^̄v ’̄̈  I cwievi Kj¨vb gš¿bvjq‡K Gmsµvš— 

Kv‡Ri ˆÎgvwmK cÖwZ‡e`b cÖ`vb Kiv.   
 

 
 
avc-4 cwiw¯’wZ we‡k−lY (situation analysis) m¤úv`b Kiv 
 
cwiw ’̄wZ we‡k−l‡Yi mgq QIT m`miv wWwRUvj K¨v‡givi gva¨‡g cvuPwU S ev —̄evq‡bi c~‡e© weivRgvb cwiw ’̄wZi 
Dci Qwe Zz‡j ivL‡eb| cÖ_‡g nvmcvZv‡ji we‡kl wKQy RvqMv, †hgb  cÖ‡ekc_, Mvox ivLvi ¯’vb, gqjv †djvi 
¯’vb, †ivMxi A‡c¶v¯’j BZ¨vw`i Qwe Zzj‡Z n‡e| Gici OPD, cix¶v K¶ (examination room), 
M‡elbvMvi (laboratory), G·-‡i, dv‡g©wm, jwÛª, wPwKrmv msµvš— KvMR cÎ ev †iKW© ivLvi ¯’vb Qwe Zzj‡Z 
n‡e| me‡k‡l weQvbv Ae ’̄v, Alya K¨vwe‡b‡Ui wfZi, bvm©‡`i emvi ¯’vb, Uq‡jU BZ¨vw`i Qwe Zz‡j ivL‡Z n‡e| 
 
 
avc-5 Afxó GjvKv (Target area) wbe©vPb 
 
 
Afxó GjvKv wbe©vP‡bi we‡eP¨ welq: 
 

• nvmcvZv‡ji wewfbœ kvLv/wefv‡M Ggb GKRb e¨vw³ Av‡Qb, hvi QI Kg©m~Px ev¯—evq‡bi AMÖn ev 
A½xKvi i‡q‡Q; 

 
• DbœZgv‡bi MÖvnK †mevi Rb¨ †mB kvLv/wefv‡Mi Ae ’̄v; Ges 

 
• GmKj kvLv/wefv‡M wKQy mgm¨v Av‡Q hv mn‡R mgvavb †hvM¨| 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

m~Pbvg~jK ev cÖv_wgK ch©vq (Introductory Phase) 
 
 
avc-6 mKj Kg©KZ©v/Kg©Pvix‡`i cÖwk¶Y 
 
GB ch©v‡q, wbgœwjwLZ wel‡qi Dci cÖwk¶Y cwiPvjbv Kiv n‡e: 
 

• 5S  - CQI- TQM avibv; 
 
• nvmcvZv‡ji wewfbœ kvLv/wefvM ch©v‡q cwiw ’̄wZ we‡k−lY (situation analysis) c×wZ; 

 
• 5S  i Uzjmg~n (tools); 

 
• Kv‡Ri ¸bMZ gv‡bvbœqb wUg ev WIT cÖwZôv; 

 
• nvmcvZv‡ji wewfbœ kvLv/wefv‡Mi Kg© cwiKíbv (action plan) ˆZix; Ges 

 
• AvZœ cwiex¶Y I g~j¨vqb (self monitoring and evaluation)| 

 
  
avc-7 Kv‡Ri ¸bMZ gv‡bvbœqb wUg ev WIT cÖwZôv 
 
WIT m`m¨iv mwVK AskMÖn‡bi gva¨‡g mgm¨v mgvavb ev P¨v‡jÄ †gvKv‡ejv Ki‡eb| GB wU‡gi m`m¨M‡Yi 
wbgœwjwLZ wbqg¸‡jv †g‡b Pj‡eb: 
 

• wU‡gi m`m¨‡`i mv‡_ NwbóZv Ges GKvZ¥Zv (cohesiveness); 
 
• wU‡gi wbqg Kvbyb mxg‡iLv m¤ú‡K© HK¨gZ; 

 
• mn‡hvMxZv; 

 
• wU‡gi cÖwZ AvbyMZ¨; 

 
• MVbg~jK gZvgZ cÖ`v‡b A½xKvi; 

 
 
avc-8 ÔevQvBÕ, Ô¸Qv‡bvÕ Ges ÔJR¡j¨Õ Kv‡Ri Abykxjb 
 
ÔevQvBÕ ce© ïi“ nq AcÖ‡qvRbxq wRwbm wPwýZKi‡Yi gva¨‡g| jvj U¨vM wPwýZ AcÖ‡qvRbxq wRwbm¸‡jv †d‡j 
†`qv n‡e| (--Aby‡”Q` `ªóe¨) is Gi ms‡KZ e¨venv‡ii gva¨‡g 3 ai‡bi wRwbm- 1. AcÖ‡qvRbxq, 2. AcÖ‡qvRbxq 
bq I 2. cÖ‡qvRbxq BZ¨vw` mvRv‡Z n‡e| 
 
 



ev —̄evqb ch©vq (Implementation Phase) 
 
avc-9 i¶Yv‡e¶Y cÖwµqv ‰Zix Ges gvb`Û I wbqg Kvbyb cÖwZôvi Rb¨ ÔevQvBÕ, Ô¸Qv‡bvÕ Ges ÔJR¡j¨Õ Kv‡Ri 
mwVK Abykxjb 
 
GB ch©v‡q wbgœwjwLZ Kg©KvÛ cwiPvwjZ n‡e: 
 

• gvbm¤§Z Kg© cÖwµqv ˆZix; 
 
• gvbm¤§Z Kg© g¨vbyqvj ˆZix; 

 
• wbivcËv ms‡KZ wb‡`©kKvix wPý cÖ`k©b; 

 
• i¶Yv‡e¶Y ch©v‡qi wb‡`©wkKv AbymiY K‡i AveR©bv msMÖn cÖwµqv; 

 
• ..... cÖwµhvi Rb¨ is Gi ms‡KZ; Ges 

 
• mKj Kg© GjvKvi Rb¨ †÷vi ev cvwK©s DcKi‡bi ZvwjKv ˆZix Kiv Ges gvbm¤§ZKi‡Yi Rb¨ Gi 

e¨venvi| 
 

i¶Yv‡e¶Y ch©vq (Maintenance Phase) 
 
avc-10:  5S  Kg©KvÛ †mev myweavi ms¯‹…wZ wn‡m‡e M‡i †Zvjv 
 
GB ch©v‡q wbgœwjwLZ KvR m¤úv`b Kiv n‡e: 
 

• Kg©KZ©v/Kg©Pvix‡`i Rb¨ wbw`©ó mgqe¨vcx cÖwk¶Y; 
 
• nvmcvZv‡ji wefvMxq cwiex¶Y wUg Ges e¨e ’̄vcbv wUg Øviv wbw ©̀ó mgqe¨vcx cwiex¶Y; 

 
• ¸bMZgvb cÖwZ‡hvMxZv Ges mwVK Abykxjb‡K cyi®K…Z Kiv; 

 
• 5S  msµvš— ‡cv÷vi ˆZix Ges cÖ`k©b; 

 
• wewfbœ kvLv ev wefv‡M 5S  Kb©vi cÖwZôv; Ges 

 
• 5S   msµvšZ PvU©, mvibx Ges MÖvd| 

 
KvB‡Rb / (Continuous Quality Improvement/CQI) cÖwµqvi Rb¨ 5S  MVb 
 
GB av‡ci ci †mev MÖnxZvi mš‘wói Rb¨ KvB‡Rb cÖwµqv ïi“ n‡e| KvB‡Rb cÖwµqvi gva¨‡g Drcv`bkxjZv 
Ges wbivcËv we‡ePbv Kiv Acwinvh©̈ | hvB‡nvK, KvB‡Rb Gi c~‡e©i avc mg~n Øviv ¸bMZ gv‡bvbœq‡bi Rb¨ 
5S  Kg©KvÛ Pj‡Z _vK‡e|  


