TQM- gvb ma§Z nimcvZij tmev e'e vebvi bZb 1"MS

TQM-Defining new paradigm of Quality assurance in Hospital Service Management

1. mPhy

hi™ I mmcizZvj . fjv RbmiavibiK _i‘ZcY tmev cb Ktii, 1KS ev fe t"Lv hid"Q, fmev MnbKviMb
ietk IK$i tiwMiv tmev ¢ voKvixt ™1 Dci AmS6 Ges 2™ 1 iei“tx Arfthw KiiQ] Kvib tmev ¢ vbKvixiv
(service provider) Zv™i th aitbi tmev c™vb KifQ, ZvZ Zd™i cZkv ciY ni"Q bv A ur
AiKIbigfite tmev ¢ vb Kiv ni"Q bv] dij tmev MnxZvi™i (customer) cZ'vkv AcYB t_iK hitPQ]

GIYI{T AcY cZ'ky_ tjv gJZ PiKrmi matiKZ ba, eis PiKrmy tmevi gvb ma(iKZ | thgb, tmev MniZyt™ i
ghv™y, tg8ijK, gibieK Pun™y, gvbewakvi, ~*Z wPiKrmijvf, tMicbigzy, thiMithi, “vgZkimb BZ'w™ |
nmciZvj 1jv GBme cZ'ki citY e'v_ ntj- ZiK ejv ng, nmciZvj “NUbv| hLb iPikrmv KgKitO, ibqg
Kibibi eVvZ'q Kiv ng, ZLb GB “NUbv tLv t7q] Avevi 1KQ 1elg- thgb, bKky, AeKiigy, tbaqgbuzZ
BZ'w™ i 11T €_Zy mB \KiZ citi| Gilc ciii 1Z T_K gi® fciZ ntj Aigit™i v tmevi , bMZgitbi
ieliqi 1 1K gibithiM 1°Z nie]

2.V "imevi _bMZgitbi HiznumK 1" K (Historical Perspective of Quality)
2.1 _bMZgitbi ieKitki aic (Evolutionary Stages of Quality)

.bMZgutbi veKitki aiciK 4 W fiM fiM Kiv hig- K) cii“kb (Inspection), L) ,bMZgib 1bgSY
(Quality Control), M) _bMZgibi 1bdgzy (Quality Assurance), Ges N) muweK ,bMZgitbi
e've vchy (Total Quality Management/TQM)|

dcii kbl TagiT PowZ ctb’i cixflv Kiv ng|

0,bMZgib 1hg3Y0 1 §_bMZgvtbi 1b&qZ0 gjZ cipaui (process) Dci “iolbel Kii| 0, bMZgitbi
1bdqzi0 aicilU tkili 1"iK tek Rbicq ng, thinZ GUr ~v " tmevi _bMZ gtbibgib Ges tmer Mnizvi
(customer) cZwkv citY miPo] GLitb tmev ¢ voKvixiv (service provider) ibi"6 gib™U Abhigx me

aitbi Kgkv0 MnY KtitQ IK bi- Gi Dci _i*Z Aitive Kiv ng]

TQM ejiZ tmev MnxZvi (customer) mweK cZ'kv ciiYi Ae K ieSig] GB mg cZ'ki citY
TQM AZ'S mipg Ae Wb 1biZ citi |

0, bMZgitbi 1hdgZ | TQM  A'tcitP eve icbig IbgSYgjK FigKii crietZ flgZigb 1 mnthivkzyi
niZ evovtby nq| pgMZ giZgiZi tciliZ, GUi Pjgwb ciieZibi giatg ,bMZgvibi tmev AtSIY Kii|

cAitki “kiK, Ricitb 1kiLiZ TQM Pij ng| 5S relqU GLitb TQM Gi rfiE imite AwefZ nq|
1993 mitj kijsKig mec_g 5S Pvj ng| 1996 mitj TQM avibul Adgiikvi IgjKg 1eR bikbij
tKqugiu Avlq Gi mgK 9T 0 bivkbyj tKiqugil Avlqd cig] kigskvi ikTLiZ bMZgitbi 1leKik cte
elYZ aitc atc madb nigiQ] PiKrmi 19T _bMZgib mifvi Rb™ Z_" msMn cipgvi gZ AeKiiigy
ibFithiM™ 1 mgaibhigr niZ nte] GUiibFi Kii Z_" cipqiRiZKiY cxiz, Kihicvthwi Kg critek, m™q



KgKZ/KgPviy, tiMki tmev ¢ vib tclbv- BZ'w™ i Dei | kijsKvi nimevzitj 0, bMZgitbi ibdqzi ¢ vibi
Rb" cZ'vkv Abhugr AeKwitgy 1Qg bv]
2.2 v "imevi bMZgutbi T

nimcvZvd i KgKZyKgPvit™ i mipg AskMntYi @viv tidki m3i6 1 wbivcky eixi gtzZv msMvibK ms—4Z
"Zixi ji9" 5S —CQI/KiBiRb- TOM Pij Kii]

2.3 v " imevi  bMZgvibi cZ'wkZ djidj (expected output)

e 5Ser egthi cxiZ “Zix
e GKWU ,bMZgibi e'e vchi cipgr cizoy
e 1kqlv ARbkxj msMVb ms 4Z mid

3. mieK , bMZgitbi eve vcby (Total Quality Management/TQM)
3.1 v " imevi _bMZgibi eZgib Ae v

v 7 tmev mieav eixi RbT KZMij wetkl medf™i/DeKiY ciqiRb] G, ijv ni"Q- Auw_K, gibieK Ges
AeKWitgiMZ DcKiY| miKvix v " mieav 1 temiKvix v " mieaq Gmiel thib AZ'S mugZ| GQiov
SINCh abi v tmeig Aw_K mingh'i 120 itgiQ] GETik T mieavi tIET maltTi Afitei Ab'Zg
Kiib ni"Q- AT msL'K RbiMdri v~ exgr ASTi3; ewgfii (Cost Recovery) chi'xiti miKiii

Tigkv AZ'S migZ |

3.2 TQM Gi msAy

TQM KigiU (eds, 1998) KZ, tji Gi KZ_ tjv msAi " 1gtQ-
K. e’vemi ckimb, ieAib Ges 1bg3tYi cxiZ;

L. ms vi cbMVb Ges , bMZ githibgibi GKiU Dcig;

M. 1eAib e"ie vchvi GKiU mieK cipigy; Ges
N. tKib GKiU 1ieliq mave” Aub 1 ~91Zvi miev'P ciqiMi t91T]



3.3 TQM Gi PitjA
3.3.1 melf™i giivZK 12y

Dbgbki 1™k, 1jv PiKrmy ¢ bKvix Kgy, Jla, tmev meay, Z_" chi®- BZ'w™ 11T _bMZ 1 gtbi 191{T
gvivZK msKiU igiQ] Gme wPiKrmv tmevi GKIU eo Ask miKvixfite ciiPwjZ nqg| hi™ imev MnYKiMb
U tmevi verdl AmS6 ng, Zte 271 Avi TKib 1eKT c_ tLijv K b

3.3.2 tmev Mnibi mugZ mihw (poor accessibility)

Dctiv® 12y Qiovl Av_ miguRK Ae vi tciqiZ tmev MnbKyix Mb B"Qv gZ th tKvb v ™ fmev tKbH™ tmey
Mnibi Rb™ h_whZ ctekwaKvi ciq by, dij ~v " tmev ibiZ Zbgj chvigi tmev MnbKyisMb eiAZ nb)|
hi~ 1 AtbK GJvKig hvzigiz AeKiwigy GZUB Lvive th, hi™ Rbmiavib tKib 1bFZ AAtj K, Zte 2t i

ci97 PiKrmv tmev mieav cvlqv AZ'S Kivb |

3.3.3 PiKrmii evqfui entb Aflg

Dbgbkxj 1 tki Rbmiavitbi AiaKiskB iPiKrmii e'vq fgUitbvi Rb™ chil Avg DciRb thB efj iPiKrmy
tmev Mntb Amg_ Amieavq cti | wPiIKrmv e’tqi AiaKisk miKvix cipugug tgUtby ng-hiZ tiidK Le AT
evaqfvi enb KiiZ nq| 1KQ K wPiKrmvi €vq tgUvtbvi Rb™ miKvix v ™ exgv KgmPx Mnb KiiiQ] tmLitb
AbK 171k VR Avg Gviv iPiKrmv e'vg tgUvtbv ng| gjZ 1PiKrmy med™ ev tmev mieavi  12Zvi Ab'Zg
Kvib n"Q- ctquRbiq e'ig eivili Afie| GQiov ™1k miKvi th IPIKrmy tmev mieav ¢ vb Kii- Zv AtbKUy
Kj b gjK KgKiU infmte, dij tiiv 2™ i iPiKrmy tmev mspus Avakvi Avvg/“vex KitZ citi bl

3.3.4 PiKrmv tckvRuet ™ i tclbi/ctbv bvi Afie

mali™ miZvi Ges nmciZyj e'e chve” Zvi Kiith Dbabkyj ™K iPIKrmKi™ i ev iPiKrmy fckRnes ™ i
ctqiRbig tclbv/ctbi by ¢ b Kiv mae ng bv] mVK Rever™nxzv bv _vKvi Kvith iPiKrmKiv iPiKrmy tmey
¢ Kivi e"citi h_hzZ AvSiiK bb djkizZiZ tmev MnbKiiMb gib maiZ iPiKrmy tmev nBiZ e1AZ nb |
h_vh_ ctbibvi Afite tmev ¢ ib Kvint i fmev ¢ vibi 11T ASIiK gtbrfitei Afie evar niq “voug |
cigRbig tclbvi Afite Zviv miKvix nmciZdj KR KiiZ AtZwi AMni bu niq 1biR:™ i iKibiK KR Kiy
tkq etj gib Ktib]

3.3.5 mspugK tiviMi Dei T_K AvgvKevZ mt hvlgv (shift of focus)

eZgib iekevcx mspugK tiM Atcqlv Rieb aniY mspws fiviMi 171K feky gibvih t7av ni"Q| Dbgbkij
17tk 1jv GB Ae vi giSiguS iiqiQ, dij 2vi™i GKB mgiq ~ aitbi fiviMi ciZ gibithiik niZ nq| GB
ciiv 1ZtZ, DFq cKui tiviMi reiftx iPiKrmy Kivi Rb™ miKvix mnigZv 1~ v Kivb niq cti|

Dctii APy niZ GUi gtb niZ citi th, GBme "elkd” TQM Gi Rb™ UgKi iic] 1KS e fe G, 1y
Gt BiZewK cfie tdij |



3.4 TQM Gi evevil v " Ara Bl ciiKihy

e 5S-COI-TOM aviby crigic Kiv Ges mKj nimcizZitj ev eigb;

e _bMZ gvtbibgtbi (Quality improvement) gjrfiE inmite 5S-CQI-TOM Gi €'envi;

o eisji tki ciitciNiZ 5S-COI-TOM Gi thi3K Kiwtgr (Logical Framework) @viv GKiU
ibqigZ ciiex Y Ges gjvqY (M&E) cipgv cwZowbKiKiY; Ges

e mKj nmcizitj cPil 5S -COI-TOM ei evgib DrmunZ Kiv Ges GUv UKmB Kivi cipay
MVb Ges KihKix Kiv|

3.5 tKb Aigit™1 KiIRiK miVKfite ciiPijbv KifZ nie

RiebUitK mVKfite DctfM KitZ cwi hiw Avgiv Aigit™ i KRIK h_vh_ ciiPigby Kii | 1KS GUr ARb
KitZ ntj Aigi™i mipg tckiMZ Rieb WKiZ nte-hiZ Avgiv Agvi™ i BIdZ i 1c3QiZ cwi| Aigiv
hi> GiKg mipg tckMZ Rietb tc3QidZ PiB, Zte Aigit™i Ggb GKiU AiZiekim KiZ nie th, Aigiv
mnKgr I tmev MniZit™ i KiQ T_iK fckwZ thiMZii giatg kxv ARb Kiv hig| GB fckwZ thiMZii Rb”
ciqiRb- Ggb GKiU Kgciitek thLvtb Avivg igk Kg j 1 fij " jxg KiRi (team work) ga’ i"iq
mdjZv ARb Kiv meeci| KiRi mVK ciiPvjby, Aigii™ 1 RiebtK mVKfite DcifiM KitZ PujZ Kite|
GB aithi Kg ciitetki gibibgtbi Ab'Zg tKSkjMZ Ti* (entry point) ni’Q 5S avibii e eigb|
AtiKIU tKSKJMZ Ti* (entry point) ni"Q cliKifZ KgKiU e eigb] tKSkjMZ retklY (Strategic
analysis), tKSkjMZ cQ™ (choice), tKSkjMZ 1bg3Y GBme criKiby KgKitUi ASF2| GB aitbi
ciiKib KgkitUi AfbK 1jv giWj itqiQ] Zte thUr ,i'ZcY-Zv ni"Q me mgq ,bMZ gtbvbgb A wr
OgMZ _bMZ gitbibgb (CQI))] Kg critetki DbabgjK KgKitUi e eigtbi cikicuk hi™ CQI) 1
exelEK KgKiU ciiPijbv Kiv hig- ZteB TQM Kiwigr Avgii™i _bMZgibi tmev I D'Pgici
Drev™bkij Zv ARth mnigZy Kite|



3.6 TOM AtciiPi gjrfiE inmite 5S

,bMZ gvtbibgibi AtbK, 1jv AtciP AQ] 5S A'viciP ni"Q Ggb GKIU AvfciP- hv Evidence Based
practice( EBP) Wi GK bai Dcivtbi Aaxth eimeZewgZ nte| 5S ei eigb tKSkjiu Ab'ib™ , bMZ
gvtbibgtbi 1hdqzZy KgmPr 1 1K ¢_K| 5S GKil DEg KgKiU, Kiib GiU me aitbi KgKzv I KgPvixt™i
KiiQ GIU “K'gib 1 fevaMg’] GUr meRb ¥KZ th, Wg IgK AviciPi gatg GKIU ms vi me aiibi
KgKzy I KgPvixt™ i GKITZ Kiv moe| ms vi tmev Mnizv 1 ¢ wbKiid™i “k'gib mieari Rb” 5S
cierfY 1 gj'igh (M&E) tmevi JugiMZ , bMZ gitbibgb (CQI)) Kii| ,IUKZK nimcizitj 5S avibii
er eigh, miKvix nmevZviji thizePK P1 mstkvath mnigZy Kii Ges KgKzv KgPvikd ™1 A kiK mghZ
Kii] GB AvicitPi gjbuzZ ni"Q, mniR fevaMg™ Ges ev ewgbthM™ cxiZi gia'tg nmciZitji KgKzy
KgPvixt™ 1 mieK AskMntb DrmunZ Kiv] GB A'iciP Le ~*Z “k'gib I teiaMg” djidj ceZb Kti|

5S-CQI- TOM el evgb chig

cIPiU S gjZt KigKiU avtc madb ng- hvibigi mibitZ 1 Lvtby nijv-

miibr -1 5S ev eigb chig

chig AibgubK mgq | KgKvwtUi D winiY

1. c 1Z gjK chig 1 gwm Z "eZiY/cPii, e ichv ckTlY, QIT
(Preparatory Phase) MVb, crin vZ ietklY, Afid GjvKv ibeiPb

2. mPhigjK ev ci_igkK chiq 6 gim KgKZi/KgPvixt ™1 cik Y, WIT MVb, eiQiB,
(Introductory Phase) . Qutby, IR KgKilU

3. el eigb chig 2 eQi Pjgib cixlY, gibomafZKiY KgKwJ
(Implementation Phase)

4. 19/bvfeqTY chig Pjgib iidkvi cikqlY, ci®i c Vb
(Maintenance Phases)

5S - CQI- TQM e eigh chitq KgkitUi 10l arc ifqiQ] ¢ 1Z gjK chitq 5 U aic, ci_igK chitq
31U, e eigb chiig LU Ges ibvielY chitg 1 W aic iigiQ] ciZ'KwU atc AtbK, 1j KgKilU iigiQ]
G.1ijv5S - CQI- TQM PuU 1~ Lvtby nijv]

i biteqY (Maintenance Phases) chiqiU Pjgib Ges Gi tKvb mxgv thB| Avkv Kiv hig th, 3 eQfii
gfa’ Gi Rb" ciquRbig Kivigy Ges BngZkyj gy vKie] mKj v "Kgxiv TQM Gi AdjiK Kg 1ji
bag Ges AFmUiK clignRZ Kiteb] S 1-S 2 nie mKj KgKZi/KgPvix Ges mieav e've vcbvi ms oZ|




c 1IZ gjK chig (Preparatory Phase)

aic-1. 5S - CQI- TQM aviby mspus Z_ "~ 1eZi Y/cPi

cteB ejv nigiQ, ciPil S KgKiU 1k v ™ 1q Ti* ng| GB chitq ciPiU S mspud aviby cPiifieZiY Kiv nie
Ges KgKZi/KgPvixt ™1 Gi ciZ mste™x Kti ZjiZ nie]

aic-2 e’ie ichy chirgi KgKZit ™I cik Y

GB chitq ibgijiLZ ieligi Dci cikq[Y ¢ b Kiv thiZ citi:

5S

oy

- CQI- TOM aviby;

mieav cx1Zi Dci ciir vZ ietklY (situation analysis);

IKfte QIT ciZév Kiv nie Ges Gi FigKv 1 ugZ;

IKfite WIT cizév Kiv nte Ges QIT Gi mi_ Gi ma(K;

ciPiU S Kgkil criexgTY Ges gjiqY; Ges

KgKzZu/KgPvixt ™ i Rb™ cikqTY cxiZi Dci kv DcKiY (teaching material) “Zix|

aic-3 ,bMZ gitbvbqY Ug ev QIT (Quality Improvement Team) MVb

e've ich chitgi KgKzit™ i cik[1Yi ci bMZ gitbibgbgjK KgKil Pijvtbii Rb™ QIT MVb Kiv
nte] QIT m™mt i nmciZvj eve vchy Wigi m™mt™i t_iK tbeb Kiv nte] QIT m™mt i gj
figKy nte-

5S - CQI- TQM Gi Dci nimcvzZitj i KgKZv/KgPvid™ i cikqlY ¢ ib;

ciiv 1Z vetklY (situation analysis) matb Kiy;

nimciZvtj i miarib mgm'v_1jvi Rb” 5S-CQI-TQM KgKiU e eigb Kiy;
i~ 6 mgqe’vex crile Y criPvgbv Ges WIT K KwiMii mnigZv ev civgk ¢ ib;
nmciZitji mKj QI Kgkil rjicex Kii iily;

ciii 1Z chifjwPbv Ges Kg ciiKthv (operational plan);

5S - CQI- TQM KgKitUi Rb" ctqyRbig mnthivkzy ¢ b Kiv; Ges



e nmciZij eve vehv Kigil, v " Aia Ri Ges v " 1 crievi Kj'vb gShijgik Gmspus
KitRi “TgumK cizie™b ¢ b Kiv.

arc-4 criy 1Z retkly Gituation analysis) mawy b Kiv

ciiv 1Z vetk 11Yi mgg QIT m™miv MiRUj Kvigivi giatg cPlU S er eigibi cte ieivRgib crin 1Zi
Dci Qie Ztj iLieb] c_tg nmcvzitji vetkl 1KQ RvgMy, thgh ciekc_, Miox ivLvi b, ggjv tdjvi
b, fiMi Afcqlv j BZw'i Qe ZjiZ nie] Gici OPD, cixflv KY (examination room),
Mtelbowhi (laboratory), G--ti, ditgm, Ji0, iPIKrmi mspus KIMR cT ev TiKW ivvi b Qie ZjiZ
nte| metkil ieQibv Ae v, Ala K'wethiUi rFZi, bim™1 emii b, UgtjU BZw™ i Qie Zij 1WLiZ nie]

arc-5 Ao GJiKy (Target area) sePh

ATi0 GJiKi ibeiPibi ieteP” 1elq:

e nimciZdji verfb kiLviefitM Ggb GKRb ew3 AiQb, hvi QI KgmPx ev eigibi AMn ey
AvKii ifgiQ;

e DbZgitbi MinK fmevi Rb" fmB kiLviefiiMi Ae v; Ges

o GmKj kiLviieFviM 1KQ mgmv AitQ hv mniR mgvavb thiM”|



mPbvgJK ev ci_igk chig (Introductory Phase)

aic-6 mKj KgKzZu/KgPvixt™ 1 kY

GB chitq, bgijiLZ weligqi Dci cikTY ciiPvjby Kiv nie:
e 5S -CQI- TQM aviby;
o nimciZitj i verfb kiLvie®M chitg ciiv 1Z ietk 1Y (situation analysis) cxiZ;
e 5S 1 Ujmgn (tools);
e KitR1 _bMZ gitbibgb g ev WIT ciZoy;
e nimciZitji terfb kiLvieFiMi Kg criKibv (action plan) “Zix; Ges

o AiZ citex Y I gjgb (self monitoring and evaluation)|

arc-7 KiiRi _bMZ qribwbgb wig erWIT ciZov

WIT m™m"iv mVK AskMntbi gva’tg mgm™v mgvab ev PvijA tgiKitejv Kiteb| GB wigi m™m'MiYi
ibgijiLZ 1bag, 1§y fgtb Pyfeb:

e WUigi m™mtT i mi_ Nib6Zv Ges GKvZ/Zy (cohesiveness);

Ugi 1thqg Kibb migtiLy mediK HK'gZ;

mnhwikZv;

Wigi ciZz AibMZ",

MVbgjK gZigZ c™vib A¥aKii;

arc-8 lexBl. | Ovtbwd Ges (IR I KitRi Abkijb

leQiB) ce Ti* ng ActquRbig 1Ribm Py ZKitYi gia'tg] jvj UM PryZ ActqiRbig iRibm_fjv tdij
t>qunfe] (--Abf"Q™ ~6e”) is Gi mstKZ evenitiii gva'tg 3 aithi iRibm- 1. ActqiRbig, 2. AciqiRbig
bg I 2. ciqiRbiq BZ'w™ mRvZ nie]



eV eigb chig (Implementation Phase)

aic-9 iTrie Y ciugy iZir Ges gub U 1 1bgq Kibb ciZoii Rb” lexgvBl. [ 0wl Ges (JRf I KitRi
mvK Abkijb

GB chitq ibgijiLZ KgkiJ ciiPujZ nte:
e gbmaiZ Kg cipav “Ziy;
e QgbmaiZ Kg gbaij “Zix;
e ibivcEy mstKZ bt~ KKvix IPy ¢ Kb;
o 1TYvieTY chitqi wbi ikKy AbmiY Kii AieRbv msMn cipqy;
° ... cipthil Rb™ is Gii mstKZ; Ges

e mKj Kg GjiKvi Rb™ t=-11 ev cuKs DcKifhi ZugKv “Zix Kiv Ges gibma{ZKiiY1 Rb™ Gi
evenvi |

19[YvteqY chig (Maintenance Phase)

aic-10: 5S KgKil tmey meavi ms 1Z mimte M 12vjv

GB chitq ibgijiLZ KR madi™b Kiv nie:
o KgKzZv/KgPvixt™ i Rb™wbi™ 6 mggevcx cikylY;
e nmcvZviji refiMig criexY Wy Ges e'e vchy iUg Gviv b~ 6 mgge'icx criexyyY;
o _bMZgb cizthiizy Ges miVK AbkxgbiK ci®KZ Kiy;
e 5S mspusS fci=i “Zix Ges ¢ kb;
o erfb kiLv eviefiM 5S Khvi ciZév; Ges

e 5S msSZ PW, mibx Ges Mid |

KiBiRb / (Continuous Quality Improvement/CQOI) cipagvi Rb" 5S MVb

GB adci ci fmev MmiZvi m8i6i Rb™ KiBiRb cipgv Ti* nie| KiBIRb cijqui gva'tg Drev bkxjZy
Ges bivcEy ietePbr Kiv Aciinih™| hiBiniK, KiBiRb Gi ctei aic mgn fviv  bMZ gitbibgibi Rb”
5S KgkiU PjiZ Kie|



