Steel (2553)
40
(The
Malcolm Baldrige National Quality Award--MBNQA)
(Thailand Quality Award--TQA)
.. 1950-1960
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(Deming & Juran)
(Feigenbaum)
(Total Quality Control--TQC)
.. 1960-1970
(Quality
Circles--QC) (fishbone diagram)
.. 1970-1980
(Croshy)
(Continuous Improvement--
Cl) . .1980-1990
SIX
Sigma  Bill Smith (Continuous Quality

Improvement--CQl, Kaizen)

(operational process)
(total process) . . 1990-2000 150

(European Quality Award--EQA)



40

MBNQA
(world-class excellence)
..2000-2010
(Peters & Waterman, 1982)

1, (Structure)
2. (<reteg))
3, (staff)
4, (style)
D

(systems and methods)
6.

(super-ordinate goals)

7 (skill)
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(High Performance
Organization--HPQ)
(Sentell, 1994)
1, (customer focus and performance)
(loyalty)
2. (process management)
(process management)
(process) (input)

(output)
“Effective process lead to best quality products”

(process control) (product
control)
3, (Ieadership)
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4, (System and structure)

(Steers, 1977)

) (peaple)
(TQA)
1 @
(Ieadership) (2) (draggcdanm (3
(customer focus and marketing) (4) (hunmanresuee
naepet)) (B (process management) (6)
(hesmrenat, adyssadkoneenaegat) (1)

(organizational outcomes)
(customer focus and marketing)



(inanresureenaaggat)

(process management)

(memrenet, adyssad
kronectpraregEe)



4

(organization outcomes)
(TQA)
(Sentell, 1994)
5 Cal
1)
1-2
1-2

1-2

1-2
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(Total Quality Management--TQM)

TQM TQC (Total Quality Control) ¢
"( ,2549) TQM ‘
"( ,2548) TQM
Witcher, 1390 ( 2D
T (total):

(external customer)
(internal customer)

Q (quality):

(systematic approach of management)
PDCA cycle
(Deming, 1986)
P =Plan
D=Do
C=Cak
A=Act

(A
M (Management):

(Msa)
(mission statement) (strateship
management) (Ieadership)

(continuous quality improvement)
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(quality)
(quality)

TQM
TQM “ "
(Malcolm Baldrige National Quality Award--MBNQA)

(Thailand Quality Award--TQA)

(150 8402, 1994) Quality:
A hasic business strategy that provides goods and services that completely satisfy both
internal and external customers by meeting their explicit and implicit expectations.
(Longman, 1987)
.. 2525

(Croshy, 1972)
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(Parasuraman
etal., 1990)

( ,2545)
(Peters & Waterman, 1980)

1] ”

(Donabedian, 1980)

(Medical Association, 1986)

(Lohr, 1990)



49
(2543)

(1) (technical quality)

( ) (Mullay, 1995) (2)

(Palmer
etal,, 1991)
(service quality)
Wisher and Comey (2001)
(superiority of the service)
Bitner (1995)
Gronroos (1990) (technical quality)

(functional quality)

1 (professionalism and skill)



3
flexibility

Buzzell and Gale (

1

50

(attitude and behavior)

(accessibility and

(faickility arcitn snathiresy

(recovery)

(reputation and creditability)

KA, 29
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Ziethaml, Parasuraman, and Berry (1990)
(dimension of service quality) 10
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1 (appearance)

2 (reliability)

3 (responsiveness)

4 (competence)

5 (courtesy)

6 (creditability)

1 (security)

8 (access)

9 (communication)

10 (understanding of customer)

5 (Zeithaml, Parasuraman & Berry, 1990)
1 (tangibility)



2 (rdidality)
3 (responsiveness)
4 (assurance)
5 (empathy)
(Deming) ¢
14" (Deming’s 14 Points)
1
“Create constancy of purpose for improvement of products and services”
4
11 (innovation)
1.2 (research and development)
1.3 (continuous improvement)
14 (preventive maintenance)

2. “Adopt the new philosophy”



o4

3 “Cease dependent on mass
inspection” “ "
4, “end the

practice of awarding business on the basis of price tag alone”

D, “improve
constancy and forever the system of production and service”

(PDCA or

Deming Cycle)
Plan & Do & Check & Act

6. “Institute training and retraining”
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1. “Institute leadership”

(Right the first time)

8. “Drive out fear”

9. “Break down

barriers between staff areas”

10. ( ) “Eliminate slogan and targets
for the workforce”

1. “Eliminate numerical quotas”

12 “Remove barriers to pride
of workmanship”
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13 “Institute a vigorous program
of education and retraining”

14, “Take action to
accomplish the transformation”

( ,2550)
Croshy (1972)
1
(‘ZeoDded” Gltue
2
3,
4, ¢ " (quality improvement process)
“14 " (the fourteen steps of croshy)
D, (cost of quality)
5.1 (cost of control)
b.1.1 (prevention costs)
5111
5.1.1.2
5.1.1.3

5114



o1

5.1.2 (Appraisal Costs)
5121
5122
5123
5.124
5.1.25
5.2 (cost of failure of control)
5.2.1 (Internal failure costs)
5211

5.2.1.2 / /
5.2.1.3 /
5.2.14 /
5215
5.2.1.6
5.3 (external failure costs)
5.3.1

5.3.2
5.3.3
5.34 /
5.3.5
5.3.6
37



58

21

/

@) (Ieadership) (2) (draegc
danrg 3 (customer focus and marketing) (4)

(hnanresureenaregat)
(process management) (6) (M ranat,

adyssadkoNetenaaget) (/) (organizational

outcomes)
TQM

TQM
5 (mission)



Quality

Cost

Delivery

Society

Morale

T
|

MBNQA«—— TOM «—— TQA



60

3
(Structure)

(process)

TOM

(Donabedian, 1980)



61

(Qta®)

2
3, (@t
1
(structure)
1
(human and material resources)
2.
(operational and organizational)
3. (budget)
(process)
1 1
(clinical care) (health status of patient)
2. ' "2

(interpersonal relationships)

1

3.

(knowledge, attitude, behavior)
(communities)

“The Quality of care: How can it be assessed” by A. Donabedian, 1981,

JAMA, 12, pp. 1743-1748,

(CCHSA, 1996)
1. Safety

Canadian Council on Health Services Accreditation

8




2. Competence
3. Acceptability
4, Effectiveness
|
5. Appropriateness

6. Efficiency
1. Accessibility

8. Continuity

2543)

(dynamic)

(Handy, 1994)

62



63

( 2549)

(Gordon & Milakovich, 1995)

(Pursley & Snortland, 1980)



2)
©
(7) (8)
2540)
5

64

/

(specialist)

(D
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(Donabedian, 1988)

(emergency care)

(2) (continuous care)



66

(3) (terminal care)

(Murtagh, 1994)

( 2545)



67

(cycle of
works)



(eye retractor)

68

50



69

(information technology) (available
technology)

(regimen) (modality)
(drugs) (cBi® (procedures)

(organization and support
systems)

33-15



10

(halfway or add-on technologies)
( ,2553)

(oryEhigs

(cost-saving technologies)



(teamwork)
(teamwaork)

(Radars 2001)

24



12

(Baggset al., 1992)
(Fayol Henri,
1949) 1 5

(teamwork)

(Vao& RdHidage, 1971933

(Lewin, 1951)



13

(Janzetal., 1997)

(Vay Rk Fellett, 2008

(Uchimaru, 1993)

TOM

TOM
TOM



14

(communication)
(Katz & Kahn, 1966)

(Barnard, 1952)

The Mathematical Theory and Communication by C. E. Shannon, and W
Weaver, (1949), Urbana, lII: University of Illinois Press.



15

(transmitter) (signal)

(physical
noise)

(nsychological noise)

lucentis  avastin)



2

16

@

(McPhee & Tompkins, 1985)



1

2
(tedricd tan)
2 (two ways communication)
(clearly) (cnpedy) (correctly or accurately)



18



19



80

(Hennen, 1987; Murtagh, 1994)
centered approach) (

(hio-social aspect)
(holistic care)

L
(disease)
(disease-centered approach)
diagnosis)

2.
(natient’s context)

(patient

2549)

(physical
(ilIness)



61

(patient’s shopping)
4, - (therapeutic
relationship)

52

12

(macular edema)



82

(appropriate reassurance)

(empowering self responsibility)
(lifestyle recommendation) (recommendation for
treatment)
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(consultation)
(family support)
(ambulatory care unit) (home visit)
(follow up)

130mg/dl 139 mg/dl
(preventive care)
1)
3
2)

(health promotion)
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(rehabilitation)

(low vision aids)
(Murtagh, 1994)



85

(KnonteetpMenegaen)
(konectenaramet)
(Dude, 1999
0D

(reflection)
(Davenport & Beers, 1998)



86

(tacit knowledge)

(Subjective)
(context-specific)

(explicit knowledge)
(objective)

(Nonaka, 1995)

(Hrened., 199

(atifidd irteligere)



87

( , ZA)
(Tutene d., 29 6
(aeeg (G (refine)
(€19 (konectpaegETe)
(dsirge 3
1 (kontecbpaetia) (knowledge generation)
(konesbpanyistia) (Hdsgde& Jdh, 2000)

(Brown & Duguid, 1998)

(Takeuchi & Nonaka, 2004)

11 (externalization)
1.2 (internalization)
13 (combination)

(management information systems)

(code)



88

(Alavi, 2000)
(Davenport & Prusak, 1998)

(onetpuilizia)
&Rk 199

lucentis,  avastin)

(Fundus Fluorescine Angiography--FFA)
(Optical Coherence Topography--OCT)
(non mydriasis fundus camera)



@,5,QC

(Bloom, 1959)



90

1, (cognitive
domain)

2. (affective
domain)

3, (psychomotor domain)

(koniety)
(comprehension)
( )

(i)
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2
(explicit  tangible knowledge)
(facit  intangible knowledge)

5 oC Ol

(Suggestion)



(cai)

(Deming Cycle, Plan-Do-Check-Act--PDCA)

(Iebel)

QC drdes
SoinShee 55( 5. , , .
), Safety  1SO.
5.

(product)
(quality)
(cost)
(delivery)
(safety)
(morale)

S Ol W



2.1
2.2

2.3
24

(

41

4.2

request)

5

2542)

94

08.10-09.35 .



43

44
45

6.1

6.2

63

6.4

tube
|abel

13

95

|abel



9

(moral)
(2539)

(&)
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(ethics)
(2539)

(2540)

(2531)



98

(international code of medical ethics)
(world medical association) ‘

(“A doctor must practice his
profession un influenced by motives of profit”) (2)

10



(equity)

11

12



13

100



101



Angle and Perry (1981)

102



103

(Bernhard etal., 1995)

(Haves, 1994)
(Tappen, 1995, p. 402)

(Yoder, 1995, p. 416)
(Swansburg, 1994)
(Dienemann, 1990) 4
1)
2)
3 “
(Kanter, 2003)

( 255)
7T



183 9 2.9
8.6 2 3L T2
455 (25.7%)
343 87.2
110
90
/
(&4
(Cowan etal.,
2006)
Oncologist
4
(Steven Pantilat) 4

(JAMA, 2009, pp. 1281-1297)
“There is nothing more to do”
(Intensive Care Unit--1.C.U.)



“| wish there were something we could do to cure your
ilIness”

“| wish there were something we could do to cure your
ilIness” “Let’s focus on what we can do to help you”

Peters and Waterman (1982)
21 20
IBM,
McDonald's, DEC, HP, TI, Xerox, P&G, Mariott, Boging ~ Exxon
2 Intel, GE, GM, Lockheed, Merck, Levi, Diskey, Wal-mart, Du Pont

(excellence characteristics)
1 (a bias for action)
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2. (close to the customer)

3, (autonomy and
entrepreneurship)

4, (productivity through people)

D,
(hands-on and value driven)

6. (stick to the knitting)

1.
(simple form and lean staff)

8. (simultaneous loose-tight
properties)

Parasuraman, Zeithaml and Berry (1990)

5
(tangibles)
(rdidality)
(responsiveness)
(assurance)
(empathy)



83.00

52.30

107

4
@)
©)
©)
(&)
42.00

95.70  36.30



108

< )

001(r=159  .34)

0.05

0.001

(2549)



11
12

13

14

2.1
2.2
2.3

109



31

(Suggestion)

Qi)



111



