olz9 EAA A &
(Total Quality Management)

2 2 4
AgRez o) o5

[ <

23 ouialA o & A e (quality assurance, o3t QA B-Z)d tid g
i} o]&¢ A YUY Donabediane ¥2 9 9B E “FE9 BE HAHAN o= o]
# &9 78& 2E: YA, 89 EAE M & FELE Y F A= A
o2 dasE 9d5"g A sty HDonabedian, 1980). ol wel AFHow ¥Ae
g8 383 /7143 Q2 A(technical domain)®t AZFFA &4 (interpersonal domain),
a8 JEY Hfy HA F(amenity) T2 FAHE A22 oAU

olg} & Aol 7|2t B QA Z2ARL FE A H7H v AR
21234 v, 71 ugeAy d g4 8% F AR #8Fd 2AHE 2F1 Y9
(Donabedian, 1978; Laffel and Blumenthal, 1989; Wright and Whittington, 1992). &
olgigd F WL AN £ vt 2/E QA o&F AA WAdANE A
agiE HEEn JHESE, 1990, A9F 7, 191 5 5, 1993).

a8y H2o vFF5 AT 48 YA e AF5HA QAY HIYH < By
(managerial innovation) 2249 ‘FAA A HE(total quality management, |3}
TQM2E o RE)Vd g Bl FHSA Tolxzm JohD) A& Eof w9 9
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213409 $EH¥3(Joint Commission on Accreditation of Healthcare
Organizations, JCAHO)IAM & A& 93 35 F9 3z TQM A8 RS ¥
AL, 15 W 5084 o4 ¥ F 31007 oj4e] TQM Z219& 7IAx 9
Aoz d#A 3 g (Blumenthal, 1993).

I e FUAME QA did AHol AA EolAxz Ut ok 7R] $8 il
MeE AEHQA Ade QARA BFAH R AHdE ZF¥el ¥A ¥ YHolrE= 3,
Saggel ¥siata o5 Auj2d Ao digd #Aol AA wet QASH HEE 8%
3 o3 7hx M2 e AR7} ojfold Adeith. TQME o}A74A A& AAE wr}
ot ot dFA FEZAHA &} e ATt o]FojXa glomE (JEA,
1992, A3, 1993 A%, 1993), 292 LA HEJ} ojFojd Aoz s ¢
i

Fol AFE AT ol Mg FHo2 TQMo] JR/IBAMY QAL U@ A2
& A%oz o} EAAL Yt AL he% L ¥ WAL XD A

1) HEHO QA A0 A3 o1

2 8ol 7o AT AEBHA QA H2o dF &l AVE1 gldt aA
& 2¥dos F49 QA9 N4 Pyl oug AL YANIIE u FAT AU
= F34d 2Adn . &3] AHFHL e F83% A= 3L 20} (Harrigan,

1) A 99
GREe g8rlB% 8 AR QARES 54T ABEY slsoly 2Ang
N5z odstn Ut ABJWR BA A YR o] dHNE T o2
Axo] WAsolok I} o)F ANNE QAL WS FASE B gl eH gL

1) ‘Total Quality Management'Zt= -89 ‘quality management’, 'total quality care’, 'quality
improvement’, ’'continuous quality improvement(CQI)’ %3 22 ol AL Bl Mo
2 FAsE A #g i aeoje Ug 7 Aded, 48 59 CQIEY TQME HWe oujg
grebsts Aol R THGift, 1993). 23U AAMFozE e guz Algsdr 2 Aoz A
ZEg. $8 2 d9e AHEY gar) g,
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BAHo] FEEojo} gr}(Laffel and Blumenthal, 1989).

D oz Ad A FFAHA Fde AT dsATAY 87E FFAI7Ad=
AUAA H917F ¥ Donabedian 9] FejeA s @219 AAAAH A7%&
A7l Aol g8e oA 713 T2 2AJAT, A9 JuIU|BEL &
A9 g7 gkl oty 8B A, FH, #A 71F F A BEAEY 878
Ao FEA71A 4o d dE S0 Widd 2L asyddA ¢4
8 ey FAY A875 e T Holojof At

@ HTHY QA HIWE "¢ AeHololM QA Exe ¥Y A 71EE F
A7 Aol oA HAZ 8o AHHoz g 4& FHAI7] 4
3 :fstojof drie AEHY &eld gA o= et

@ QAZF 2 94} ¥4 &3 FFHl AT, WA dFol AR L A
Ao d TR8A AFEH2 a3y g8 Mu|27} o] FolAE FAdE A}
A ol o2 #d oy} 2HFAAe] B9} U

@ ATHY QAL JAHY 71 HEA, ABTA FH FoAAMY Hd F2 B0
AL, & F9, 479 &4 229 E8E 9487 Asd 24 4 Ae
A4S 83 P FASUG

(2) A% 25 FA

FEAY QAE ZXE JRIYYE 2@ Jz, 43 PYE "old 4937 9
(“outlier”)ell & %3+ ZHolfith F, ZAE B8 A& YPANIE Ao FHH
A Wit "o tEHYA TQM °]&7}¢l Berwicke ©]Z ‘Theory of Bad
Apples’e| &3 EXtHBerwick, 1989).3 oji3 /AL Ao EA= /e AN
Hee oja, A& xo)7] HAE FAY 75, AYUE B3 ¥ F gy
g H4s3) e o] Wasite Q14 e v'ez sa gldh

oj} 22 HZ WS o] BFAHNA Z2A Tl BF X o)'q 2A

2) #2 YA e 5 28 AAEd QA AFH Atky] 1ok v A1) Hoy 9
BAES & 727 8¢ B FadA Addes AYE QX Sk

3) Absk Tl A @e ARE 24 e Aol AT AL fASE do AP FL

Byolgts oz ¥ oE.
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& Zo]th(Shortell, 1982). X ol&dA & £ FALd dgoq g3 L& AL
Zt = (Rakich et al, 1992).
@ AHEEL BF 92 #0037, 7H4 42 oA 429 ¥4,
@ ol&F 54 AR x2 9 ERE EAEI] MM AAE x8& A 37 9
A= BA, A, A, A8 A7 T Jletoof @4,
Q AHFES dfxoz AR Arg woy stx, A TE AL o, o
Fo] glen, dHg JHF 4.
ay ol ASL AR F71E AAHoE FEste do AR gz, 23
Adeel A4, A¥H FF, AYHy 5o S YBYES = A7 AHR
A%, 1900). 53] o2 dEAoz FAH Jdu @2 ARIEE B2 = B
doazAdAe AHdsz 2@ dpiyes HFsHu givh(Rakich et al, 1992).

addd s B3 EAY QA WHEL dF-E o A FHY H2E& "oy
A Z&n ok 98 Yo B¢ durR oMY JgH HAE olHd HIHY o
FHQA g fod, vFoAE Medicare$t Medicaid 7} AFE] Oig g &Aju]x
o] AR, A% oA, 8§84 T& 2AEE ‘YEols B i Hddeld #%
S8 AA$ Y3 (Utilization and Quality Control Peer Review Organization, )7} Peer
Review Organization, PROZ 333} 7} 44 £4 QA A9 ¥ A o &
et

(3) Byt FE

HA QA AANAM AHHD = Fadd EAH F9 st Gy, 9 FE B
U B4 Folth QA 88 =& ugo] AMHos 4T IEA ) 4
Ztek ojFo] AZH 1 glon, Ao Wiyt M eV EFLE AAHA geve
@S wa QY. g Eo 2 B AEHonE A WA Rl L&7AA}
(utilization review)7} B Q% A Y U E Folu | && AHefstERd dis] ol &7t
A% JAg FAE 27171 o] FHo|tHErmann, 1983).

AEds gage v
QAZ} 4384 %o dole wyde EARY Aol Y@ oldt BEas o
Bolhs F4ol ek 53 B A% 4 AR olofsh Felh Faw £
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o Z A gAY old, o, AxYoe] glow dar|BA AFsE g Ao
Eold 7154 ¥2 ¢loh(Berwick, 1989). AEHA QAL AE/ FHY H2E 3
I QeFME YAE HFEF HEVI FAAF Ao /MR S FAEERE do}l U
dE Eol I A Zt ¥PS giaos zAY 23, AA HLY 49%7t QA T2
AL FP3te o gAY Aol REF A& /MY A4d BAZ $HEAE Fxo
tHCasanova, 1990).

2) g Y S0t A&

(D) 48 A= 4 B9 %

Y& Azl 197080 olF HAARLE /MY & FPYE /HAA HAds=
RAe& FA9 Aldolth, A& AFY & FAF AL FA3] AAZLL B o
dol Hler, & afy FAHEY 71Ye] FEE A HUH

22t A F JdEE vFoRYEH FAY FH8E 7EE =98y, dE L 9
g &3t 2R a7 FA, Lu[AY 8FE wYse AFAA, E£F FA7)
e A2FH, dAHA A H FALY A Y FHd, o8 7122 § B
1M A T olFAG. ol & EFABLYIYE FH3te] Total Quality Control
& AANA(2Rtey) F2 B2 (organization-wide quality control)&ti ¥ tHBatalden
and Buchanan, 1989).4 1980 t] 25§ nZg b £3ie &I ZAYBA AW B
& A AxE5o] o9 T A8 FARY VML wolEolA HIA dE FEA
&g 71dE& 8% Fo] ‘kaizen’ 2 Z(Smith, 1990; Harrigan, 1992),9 kaizen< o] %
A&EHY A g8 Fahe T2 J249 FHBY 1Y dBEE §ol2 el £
A2 gt

(2) Axde FA#Y
2o dFH e g8 A #Y AEL FFHoZE 1908 o] Yo g3
o2 Ful oM AEFHEH7] Al Al #8] o] &(industrial management theory)ol

4) Total Quality Control& FAMZ A#z, WA (2itl) B, FEEF o8 S22 dgHY,
£3) Ex Weglel TQCE EE A4/ Bk A26: AZYAME TQC thilel TQMelaE
S & 23 Fgo] AiHm UTHGALES R, 1993).

5) kaizen& ‘(I E)Y Y& wgoju)
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712832 o

At #ele] & 19503 ) Deming 5ol AAId &4 A @ ol 443tz UL
o, Welg 7, A&A A e B7] 24, FA(process) FA, MARTHE AA
(system) FA, EAAE F4, 27 (=AY & 58 089 FL 842 g2 3
tH(Walton, 1986).

o] o] o|&A o2& Juran, Crosby, Walton 5ol 93] 24=HUn, AAHO2E
Fordt} Xerox %9 d7]de]l A&Ho 2 {F&A4ol A HUDG(McLaughlin and
Kaluzny, 1990; Harrigan, 1992).

2. TM9el F2 Y

oA olu] AFE d2 HA Ym o S PRI HFLo2ZAY TQME gut
A%} 9] industrial management theoryd] A& Fx Ut szt gel g Bzl
gZzle sty FEHelE & F e F2 AEGES SYRdE g3 2o

1) #oje] &L -Demingel H2Y

gole] Ay HelA duF A FA e 4 A Aot Demingdl F
Aol Wzd A FAolgt F Mol(variation)E AAAFIE Aolx, di FA 19
‘147}4] 8 7A(The 14 points)= EF Wol& Foly AT dHe] giuE Aot
(Deming, 1986). Deming® 147} &8 & &3 Zoh((Walton, 1986; Batalden and
Buchanan, 1989; Casalou, 1991).

1. B9 JdBAFE FAsE
(Create constancy of purpose).
ZA L A71HQ0 AYL Aok @k d71AHA BEX G4 ol dd AFAME
IFHY 4FTE AE F U BRY dAFE KA HEAME A, dF
9 n& AAEF Mul2Y AEHHA A, AdF BuY {2 Feol s
(Walton, 1986).

2. N2 AL ol ol
(Adopt the new philosophy).
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TQME ol et AL #ed did 7€ Alng Hgx, 459 ¥33
Herl $95HA] &5 A2 958 7Y E A ofn drh(Walton, 1986).

3. Ao g @ E 2718
(Cease dependence on inspection).
o] Y8 AAES A, B3 AFAHEEEE)Z 2AdAds A b
284 g EAE 22 s= g8 Bo v go] AYAA ¢ &
A7 obet AL AT ZN Y F U

4. 7t el &Y B3 A& FASE
(End the practice of awarding business on price tag alone).
ofd EFol st 71 gto]l ¥ FFAE AHYsn 2o & 7149 FEAR
HHEE A §& B8 Yol ol oy ol #AYL tre FFAT FA
of EABIEE & o7 ZHgo AL WHolrl EAFEE V=L Zo] BHEF
ojt}, Fujgts EFvith Wolrt EAYUTGE AL Huj29 A& H48HA do
=dg, FFAE AF uypd ddyos FHEA 248 #A4E &£ wd f
a2 oA A2 A AAE EVFssHA o

BEEFY FTIAGE AYE ugo g ¢ FUHA AAE FEH3of ) oY

b @ e TEAZE AL A §4E€ A8 w848 Ao, o= JAF A

AEE BEE MY A P 7l Ao Y qlh

5. Azt M2 AAE A&Ho|n FFH ez sfAlsted
(Improve constantly and forever the system of production and service).
ML Al Zo] ot FeZ|Y L A&Hog sjAsofof 3y, AL
AAGARE FE3] ang=ofol ) o3 FHA & H2o] FHolr},
dd Afo] FY57| AZE A2 g doFgds AL H|Lo] Ho
1 A7t =4 Fo] Bl

6. A&H} ARKE APt
(Institute training and retraining).
WEH FELS ASHA AAFH ERY AL E FASE d FHA 840
o #EAE ASAHA L5 E AFsn Feistdol ok oA Foopt =
2o FALL A 4FE AFY FPstn AEHNE Y F Uy uE
=8 344 5 stk

7. A=¥ g 3
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(Institute leadership).
Az #eae dFolth 239 FAL] A7N7t st dol AFHE =4
AEE a1, 71 aPH g A4l H4FE 3 F AEE =945 A
Az Foloh oldF d Fojrt HE AL FROE ¥E WAL, A
g7 o "o BEE AS Axdn, HagA AL FAEH, 3
A e g ALE AEHEE ZasE BE Y Aol
8 FEH &S et
(Drive out fear).
g Fad 84 F9 spyelrh Asiy Hide] FHEES FAEE AL A=
& olojtolE Y dof A & Aojadeltt A FAYLL EAE 21
s do FEeS =AME GEd YALE T2E Fo F1 A AAH
stoltio} A%& AAY BAdsteiof B,
9. ¥4 Ateld] A& glojzt
(Break down barriers between staff areas).
Z+ RA9 FAYL AFER AN GARES & 5 Slojok @t oA
H7) d3aXE g B4 gAFYE glojAor g AEAHJA 2 4ol 7%
7] g E A 2HE FAY AolE Ho dE AW T3t 3, o
A& 7t 3o A& 19 532 g # 7Hssith
10 €24, 43, E834A & Ytz
(Eliminate slogans, exhortations, and targets for the workforce).
RE $FY FIE EE AIELE ddg BHE 7A ¥4 53] AEHY
2 333 (Casaloy, 1991). RE F3E A FA Yo ¢ 2 F Qo=
A3 AAE 22 ok 2y Fuje £33 vELNd 5, B o
FAA € 7HA A FEvteg AYE d¥de AL Evbsst
1. #A2 4 45710 &9% 34 Az
(Eliminate numerical quotas).
FE& EAsE A AAE A FAE AT AFAY FAelo EAE ALY
71222 2SS AU HES 7lste doA A7t Demingd F3el @2
H AF7IEe] A A& FEEies 73 FL8E Ao (Walton, 1986). 7]1&
< A Tod A AN o] o]FojF 4 gloE Aot

oo

H

o a2 >
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12. #4499 3AE 7%
(Remove barriers to pride of workmanship).
st dol 7HA7L slde g AAse A wE & BAAL Y. 49 242
ol AFd FANE M F JA HE B & FYE o|F = AX s AL
13. 283 283 AFH T2 WS APt '
(Institute a vigorous programme of education and retraining).
AL A WA a3 AdEY. ojd 2F o] FL UFE 72 YUdx B
E ZA7 siZ=EE Ao] ol ¥ A&HA A2 8y AKE o}
of 8l1, ¥stE & 7|&F AHd A& F JUERE AFdHolof &t
14. ¥3lE o|F7] % PEFS FHshet
(Take action to accomplish the transformation).
A AT 13714 FAE FP87] HAAE olF FE H
ot B4 AEVIE &88tcdo gk A9 E X AA FAHALLS ASH
02 A& PAANE £ As e A J&F ARE A3 glojof d,
FEAQ AbnE 7GR0l AAEok G

[

A% Deming® 147} Q4o FA43t= v A 4L ZE FA4LY Aol A
THFHOEE Y] UL Aok & EAlgE Aot} o] YA 22 F7|¢}
FHd A Yol ALHn Mula A= A7MAGHE 2ol Demingdl FReldh
(Harrigan, 1992).

2) N&E A 82 (continous quality improvement, CQl)

A& A AL FAAYAAY YA U8 F9 E, b e 27
F8% AdE A sl

(1) %€ H(poor quality) Abge] EA7L sloAA7t oter AAZE EA7F A7 o
ol AZ1tH(Smith, 1990).

Aol ¥ WAL I Ao FAstE AR F53n ALzr|ndE HAsA
23 &, 2 =F, RS AL 5 AAY JeHA dFo] I Aol
(2) #4 M3 (process—oriented) 2

HAGA Aoy Be ko] Eof Fevldle FREA AFAwRE FeAsdE F
o gy g A4H A 4 AL g% FodA A4 rHHarrigan, 1992
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Kaluzny et al, 1992).

3) AHIXt &4 (customer driven)

o] wol EdAT UE A HYE 2nA 279 FF AR ALE HYA
(fitness for use)olglE F7Hx] A9L X #stx gl+=dl(Rakich et al, 1992), ¥ EHL
2 209 979 7 E FEAIE A BHEE Aotk qrldAN LuAE 7@
A 4 Aegn, 239 Yrs 25 ¥ dF go] WY 2 Y AL
E A7 gxAQd AnRlelA gk dBHIMA Qe HYPAE (YR) 2n|Apd
¥3HE Rolg,

2|2k FA9) olg} Fe HITL A9 AUt FEALZ EHAL Y A& 9
n} & t}(Laffel and Blumenthal, 1989). &, €39 A9 AYrl FEF FHAGE A
2% A9 AHYgE: AujAty BEE I F8% 2AE FH(McLaughlin and Kaluzny,
1990; Milakovich, 1991).

4) SAH ZT B2 (statistical quality control)

olu] AF# W2 Deming, Juran $& A9 AL T E FPde Add & A
ojg}7] B e A o] LAt Fofsich wety FAge] BRI
o], variation)& Tsn A& Besly] YHANE FAFH 71HE AEsieor ddn
#3549 th &3] Shewhartt ¥o| & ol #Fsd g FAAI L v &L §4
F Adte AMS FRFoEAN ddiy d By 7128 HEAHBerwick, 1991).
olE& BAZ(EEME, control chart)E ©]§3le W& RFS(common) ¥} &
FeH(special) AALZ Y B3 dld 3 wojx 7EAHQL HAHL uvpFA
FAE Y F b wdd BE 40 7 ol A AA HAd JF A
o2 ENsgY.

oJAY REFY Aol o WeolE A, HA AA WY AME T W
ol AAXANIIE A& TAA FAdHTgn FhBerwick et al, 1990).

6) #2EE Bell A3} AT 29 Shewhartol 2l3) 1924\ FEE2Uct.
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3. 2|zl A #eE flst TQMQ HE

D2 e

TQMeo| BZAY 8 HELEE= AS YARE g3 e 718 9FEL /1XA €
(Berwick et al, 1990).

(1) 88 Auj29 A& L 98 F4 E(processes)S F3te] o] Folzn},

TQMAANE Z 24 FALE A 3 922 g, 3 Alge] FALL AA
AFPAHNA  Au)AHcustomer), Y AHprocessor), FFAHsupplier)d 3%7% 9
(triple role)& FAlel +ddh. gt 728 HAE 2 olfstz Aq# 4 Uvhd
o0& #d 479 do] FAHE A& =4F + Uth

(2) 1A% 2 B E HAAME 2Ad 20A-FTFA A7 A5F el

A7l A xuAE 9ed] YR anAThE gulstx] g ¢y (DA dF3?
utst ol 1R A oNA Y 2uAH(internal customer)®= EHEC. F LW R
A ATEHE Mul2e A& AAsE AL R AAdFAHAM Y 2uA-FFA BA o
o}

(3) d19l dge 22 VAL B 34 (process)e] At

(4) & Ao v &9 ErH(Poor quality is costly).

oA oo A #eE AHE FolE A(freedom from deficiencies)d} 1] 2}
8 878 FFANIIE AE ERZ st Ytk ol HEBE FIAF & & 9 v
£& 33 FUhs. gl Qe AnlaE ¥rletojof sta, A 99L 27 4
&t & Fslstefol g}

AA Fgo] o 23 YA H(internal failure)ol] & W& (S 73l dF
BHE, Q7 AS F)o] #A" B ol A A (external failure)oll 2] w]-g(gt
£x A, A9Grrsl o] Y@ oy, o] fa FAh F)E el dd

(5) 349 Wolg setst: ol A 4o "ol
4 2E AANE Y B £U7 VEelA BAHE Wl B Helsoio} B
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Fa@ Wold) AU Setskn FANA £4d A gL BrAss WO E A5
+god 349 2E FUAEE BAHY £ 22 B ol uARY HMIE B
sk,

6) 7V A BAo A Bele] 2L wdofop g},
4 2% B4 Py} FHLAS o} Y o] FasT. B
He o}E A% & & AL A$st Esirh

B>
gl
P
o
=
2
o

(Mt Ho) T EAH Aol 7|28 Folo} B,

sepael H2ol A Yo B2 E ATH E0 oY 2L AR(ata)® 7122
#0. wed A BYE 2AAAGY 246 BE £AT s @ FAYAL ¥4
o 87 FQas F49 B4, Aol 02774 u¢ hyse,

2y 24 ey AL 9% Aol o, A4 el 4, AH 5L 9
@ Ang dode Rolch

®) 22 T4 AA Fd7} o] Foizx o} I},

9 M2E 27 7271 4 4L olF d =3 € 5 It

A FE AT 48 Ao &Fo) =&ol € & 3UH. o] AdEE = W o
€ 4FdME dAtZAY FAol He AAREE T4 Holok Ak 97]dME 2FH
BE5FES AY, Brhsta, A & Al dde s, 2 ¥ 859 =
g 758, 4 ¥4 398 27 9% 9L sofof @

THAAY AFE A 24 F& 88 74T & Ak oAL 4439 F= o
TAAA HFAE FHet7] AAM LD FY FAHL 71E BAMY FEREe FAd
o mo mME oF dFE FAT & Yo

(100 A = AZEA 2HE d#E 7R 712AJ] FF o2 ol Fojr. IALS
A 8 (planning), ¥ (control), 704 (improvement)e]t}. 23y} EE 7% 2 s}
ol THE o] FofAE AL ofyt) 237 A /Mol & BF Qo] HE o] Fof
4 F Jdde 3% 9 oH(Nathanson, 1993).

A%, B, NHL Jurane] FAFH ‘A9 32 A(Quality Triology o] tHGaucher and
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Coffey, 1991; Rakich et al, 1992). 72 W4 &3 2}

7}. A A ¥(quality planning)

O &M} FFAA AA g

@ An|AY 2FE motdid

@ 2ujAY 8FE FEFAE F U BAEY EAS Add

@ olg g AAES AU F ' FAE i

@ e AYE A ol B

1}, A #e)(quality control)

@ AAHY 4 £&& H71En.

@ AA &€ Ex9 vudd

@ Alolol iz} =X & FHIh

t}. A 3 (quality improvement)

O A&AHQY A o] dojue dl o RrFRE FEI

@ A AL AT E43F 2 F(improvement porject) S THo}Eht}

® Zztel 9o di3) F&F HY& JAE L FA S

@ g sl 99¢ Adstn AS Fn fAg Pe 2= o "ad AdH B
718 Fo3ta FHE AA G

3 18 oA e H 3848 Yo v d Aojr

QUALITY PLANNING QUALITY CONTROL (DURING OPERATIONS)
T T

Sporadic

40

>
B
o]
<
3
v tm———————— e ———— -
[} Original Zone
8 20 of Quality Control
e oAl
Qo
o2
[o TN <)
O SiE New Zone of
g :z‘ Chronic Waste Quality Control
Y (an opportunity L e
for improvement) bl fin il

0
0 TIME
LESSONS LEARNED

a9 1. 3¢ 3224 Juran)
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8 959 A FAL T o HIWS ATHA QA H2y viwsd g&
3} 22 22 Yehd ¢ 9lti(Anderson et al, 1991).

¥ 1. AFAHU QA% A #e|(quality management)®] Bl

BEY A2 A 44 AL
quality intangible quality definition
department orientation patient orientation
'we-they’ relationship supplier partnership
end product focus work process focus
reactive system preventive system
acceptable quality levels error-free attitudes

management by institution management by fact

employee control employee empowerment

quality department total organization

status quo continuous improvement
2) YWY =

Baga oA TQMSY FAMZAHQA g g =9 #B=x %HGaucher and
Kratochwill, 1993).

(1) & &2 7 2-PDCA Cycle?
A FRE o] F7] A 71 A AR AL de] ad A& AR o
ojt}, ojm) FHAe] I FEF AL 717 Aol glojol HAE ol B
Aol 7hsdttd. o8 @ BAE A EFE(flow char)d & & Ut HAF A9

&

7) PDCA Cycle® ¥ Shewhartll 93] :2tHo] ‘Shewhart Cycle'2 E#H .21, Demingo) Y&
of o] 2718¥A 'Deming Cycle’ol2tnx Bth 713 £3] £0j= @& 'PDCA Cycle'olt}.
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+2d d@ ARE SAHE R B U Aetel B e Pk
Deming® 3 %48 9% H32249 PDCA Cycleel el thgsh ol A&
1 oH(Walton, 1986).

ALRA: A AE B A75a, od Wt 3¢ YL & UeAE 23
s grlolth A Ue 2H81, oY A8s WawA A4, ¥WaE dov|
= o] WawA BFAE Aol Wawx AAstelcl vk WEA AYL A1

T

CEED

A2eA: AF& dAY W3tE doyie dAolth ¥ AFERE ARsE Ao
F4.

A3GA: 23E BE e

ALGA): ol BEL AUEA Yoluw, Wasd AL <ol o] AYL WH
9. 2348 AU

ol 49 #3E& a¥ez vehid 14 29 2t

THE PCDA CYCLE AND THE SEVEN GRAPHIC TOOLS.

ACT ON WHAT WAS LEARNED k
« Improve - Test - Monitor - Improve
+ Make Recommendations PLAN A CHANGE
. i ORTEST
Test elfect of Recommendations ACT PLAN
(4) M « Define the Problem
« Suggest Possible Causes
CHECK Do
COPSERVE THE @ 2)
EFFECTS OF THE
CHANGE OR TEST CARRY OUT THE CHANGE
N OR TEST, PREFERABLY
+ Summarize Data . ON A SMALL SCALE

( + Coliect Data

19 2. PDCA Cycle
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(2) 99 =3

A g4 AgHos 22 H g9 o]Fojzo} ‘?}E}(Sholbes, 1988). A F3S 9
e €& BEGE Ae HAd g A& 7 ARES Zege uiet. #A
o A& AL AA FYAZ /M Bel ML JLBR o|Eg ¥H3E YT
go] gtgojzol gl FALY FE 6-7T8 F=7t A3 E Aot (Parker et al, 1993).

FAaA ez EAE dAste AL A AL ol Fw d AFAd A £ ohe, g
o] FAdel AMzE AAE dn AMR2Y BAE oHIE ddE =& Y
(Rakich et al, 1992). EA52< HdM e Ady gratdHo] o] Fojze} 3t} JdH
oJA A A 9] ¥ o= brainstorming, X, 9539 71¥(nominal group technique) &
o] 9lt}(Sholtes, 1988).

g 43¢ 2388 E 4558 Hrtd g93E A JELE XA, 2F
Haet 2L ¥ H2Y A g n&E AAFHY, oY EXE XF3E AYE A
¢+ R 5o =gol drh(Melum, 1990). |

(3) Az F&

2 g4 Ao o Fhesi AMdel dE FE Qlo] AES vy A& gRE
ARE dAol H7 42 A ALE dulEA g A ¥4 A9 g9 A
S AZs7] Ad @AY AR A AFsix FEHHYI FAE Yool g}
(Batalden and Buchanan, 1989).

FAl A3 ZIoutcome)7t olE WolE Hojau UEA Y WHAE o] Hf3t 3]
€ davt Aok A3 Wolo i o) AA Y MY AF T APl U] Y&l
ot A o] o]FolR o]Fr AR A%t v Y] Fxe N2 AHREY
¥olE &7 A BRI et

A ctolq BAHo2 HHE YA o] &317] APAE EAHAH2E AL T
7bedtodob gtot. JhaAold ARAA AAZE 7beEn, 1aEH, LR TG ALEH
A3 &8ol FHHY U WPLE FHE Qe Ao uiEA s, EAA =
<ol Holof st A& EEolth d7dA AASHE AL olHF FHAA EAHU
AuA A FY(=F)E|

7}. Q13 B A = (Cause and Effect Diagram)®

8) ‘fishbone diagram’ ¥-& ‘Ishikawa diagram’o}2}31 % ¥ &t} $2 F2E ‘FEAHRAE'R H93)
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AFAALE oJd FAd dig FEAF FRE 2HHo1x 4&d YH
2 AAsHE do F2 2. 4R FoEe st FAHL, dPse A
AEe] spAde] 7tz EA dd.
g 1Y 3& FAA Foo Ade] dojd ojfrel Ui AAPAEE B Relnt
(Batalden and Buchanan, 1989).

NURSING PHARMACY ADMITTING OFFICE

Adequate Statfing
Training

Hard to Find

iV Jeam Available

Stat Order Not Recognized

Delay in
lnitiating
Therapy
in Septic
Patients

Rx Order Not Clear

Trattic Congestion

Waiting For Relative

Porsonal Errand

PHYSICIAN
TRANSPORTATION OFFICE SYSTEMS

g 3. 9FFARY 4

ol g AaAA wie F9AQ Ishikawa: QFBAES FAHE 053 Zo] &
oF&} 91 tH(Walton, 1986).
D o] 2¥E w=E A A 28H st ok EES JHEEA st 2¥&
Bt HAM M2 g & A
@ & Aol Y HHHEF EEL Foln TAE YT 4 YA o
® Aol U FFAHJA gL 7H5dA @
@ A8 g R} & A7t Edio

7| @,
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® FAe di@ ol FEL Yehdt 2go] BJFFLE FYAE] FHo 3
®ol ofgfstx glvte A& Yng.
® o™ F79Y A dPH= & 7 U

. B8 E T ¥ (Pareto Diagram)

FHYE EEE FoX RaoA AFE FdF T84S A4 89T & A
gt} o) REE 42 W o) 2F B (histogram)S} F7 FEE FHUELE FA
o FAlgth 19 48 FeAddAY Ad olf & AHE EXE 34 Holo.

74 100%
55 [ 75%
F -
R B
C
E -
Q -
U 37+ 50%
E o
N _
Cc -
Y -
18 [ 25%
-
N _

Anes- Surgeon Clean-Up Pauent Admin.  Other
thesia Defays Crew Delays Delays
Delays Delays

a9 4. FHE &%

ol 2o #2E & As AL F7HA FLY ol F(“vital few”)7} AA Y djFE
< AAdE Zot. wWrM A FAE AT xFHE AL @S olf(“many
others”)7} obd 8% ool IFHooF @}

2 FES AR 9% 71z ¥ FHE £XE A 39 BE 3 % F¢ F
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P A 8Fc] drht ARHREAE & A EHAAY, 199D).

o}, 35 %(Flow Chart)

AFAAE Adsaz & o 28EE a8 RN AFse F47 g #dd

BE Aol #AE oldgt FsA ¥od FAL MNAE ¢ fdt oA HelAM &
T @A o9 do] dojyn JeA Htsts d didd] 8¢ Wi ol th(Walton,
1986). 5& AlAE o & & e HEY e viRE ol Fool ¥ AR L
g 2A&E FLo ZEEE W RE Aotk F/AE vz YT uiEg
Aol 23] T& ZA =uA drh

A4& Bste A9 AL Z 8- A4 (subprocess)o] o= oA oJRA e
7} 3t AF, & FAdA bg FAFLZ dolrte HAol B4AT AL oA ¥
Eo} 2EAE ¢ 4 Ut} Ao|tHBatalden and Buchanan, 1989). t}& 19 5% A
ulo] ehAstx] #& w G HERAM dFHAHE vepd Zo|t)

Rx Wniten
By Physician
Copy of Ax
To Pharmacy
¥
is
Orde
YES YES 10— NO P
()
Phys. Pago | N0 enya | Phos ves
& “’;““ Phys. Prosont Unit e

? Fin R Deliver Meds Meds Compared
o W Rx To Unit to MAR,

L]
8. 0 Cal
ai
————e YES NO Y]
t a YES _ /Abls To\ NO Phys.
. Clarity Leave Clarity To Hosp.
Order Mossage 7 To Clarify
YES
Phys. Loave Uncertainty™\,__ ygg ._J
Respands Mossage Re: xoi vod
13

Responds Retuwn M ds.
g To Pharmacy

Y 5 ZEE
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Zt. ¥ 2E(Run Chart)?)

A&HQA A FAE HAsME A7 AAH Heo| ofd F&Eo UeA sty A
o] Za3lt). Ay oM dEAHoRZ AA FES UeNE EHES A7L BE3
o FAEE Aol A AEeY 1Y 62 XY FEFAY H &S

olt},

7.0

6.0

17 1T 1771

5.0

40
3.0 v

20

—“2mOI MmO

1.0

1 1 1 1 1 1

OplglllJ‘lllLfIIJ_LllLllll

JFMAMJJASONDJFMAMJJASOND
Month

a9 6. 9 AE

RS AS AsYEee ujgF Azl AgHng 4 AEE HEE
gxto] BHAM 7H3 Fasia Ao welE g A Yed F de ¥5S
Aol Fa3lth & Eo ARE T v & FE YAAY AHIE, X
DA77 A 5& ZAYESE & 4 9lti(Batalden and Buchanan, 1989).

u}. #e] =(Control Chart)

HEEE g¥Hoz A REY &I 23y BElEE 4 AEVF AT PR
olelol = HA oS AP FHE AFTH + UrHBatalden and Buchanan, 1989).
B =7t AAEE B2l EA(control limit)= FH 43 A HIFEE Y=
RO 2, 99% o]de] FAo] A A ol A & Zolghe AFo] 7tFsitt. B
g A QoA HEE AL Ao AL BAC WA HEY 7ol

9) A E(trend chart)zt1xE o},
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Axw, o] FAE ol Ffde 5EF olf7 A& 7FeAel ¥4
MEo] Sud A oF AAA FFHY ¥EAAE #D3E= AL W E 29
1 A Eol7l At of" FF & FHFeop B AUYAE BAH}E dd ¢ T

q8e W,
a9 7¢ @9 gr|Ate BHES Yrhd ol

30.0
Upper Control Limit

LN e Lt SULEEE LI EEE LR L L L LI LI LD
P -

220
E n
R L
C 18.0 _h L Average
E 140
N -
T 10.0

6.0 Lower Control Limit

20 _IALI | Y N T T N T N 2N U O U T VO TS T Y N T O S T T Y O S l‘l F I N W W U W 1

5 10 15 20 25 30 35
Weeks
ag 7 $E

(4) 227 A H(action guideline)

TQMe AAPHe RAEA B Yuel B AYH, JEHY £E Y3 AAF
1 ALHY g5 Utk BE HA Aol A §4E 3 x¥dAqok A= AA 9
of Zgxel A &3 &% HYE AsA €0 7AAHL AL i8I wY 2
7, 7%, 28 S0l de e & Yoy TEHozE g8 e AL ANY &
1 tH(McLaughlin and Kaluzny, 1990; Milakovich, 1991).

@ 9871BelA ol FolAW TQMS A& ALAAY $yse] FHoZ wWET,
e HolZz A% 4% Ut

@ A 33 859 494, 39y P2o] BT ASHEE 1 FYAe] AY A4
AN HFHe Feism, 1 A2 A $4 BF 9@ IHYY F5E BE
o.
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® TQMe] AgE7|7tA =& v &L 873 AZon. 1 FIAL 234
x| dstejop s, g FAATIE BUL2A WEHARE FxEe AL HIHY
of g} _

@ 2E #Y PAES 2 4 859 Ao FAAIH, BAY ud AL
9 AEAE BAstoof 3} 53] JAIHE 275 &5 FAAA 7= A9
FH(Berwick, 1989; Nathanson, 1993). 23y AIEL Aty oz o33 ¥F
o Zogde AL AYRZ A2 XA qF FuE £ dooEH Y
g 3% 4 Ut Lopresti and Whetstone, 1993). '

® 98 A7 BAHE oA FRY & £HHY BAL 3L fQAh o &
AAMNE 49, 8 ¥4, 38X A4, 23D HS, EAEE F2 T HHE A
48 4 Qo

® Z7ldE FAE A4 99 Y& AAsteiol ¥t asH 2y FAL
W BAAMA AAE wpFroof gt

@ ¥4 Agye] TAE A5 HEAHEE AFeodor ok Aoz A 7}
A x8E 7]12dok gt Aol JgRoe sodF JEFR, B, F1E J=E
R Aot ARE RoE Zlo] Ajel HE Yol olyx HAAE FAHHLE
288 & glge FAE Fojof dgh EAY B HAE A AL FE,
72124 A, 27 287 T difAN @r|iSE AAste e w3t
(Laffel and Blumenthal, 1989).

BANE |99 FofdiA RFSL Ftoof gt

© A NZAYL ik ol e ZE H3 nANAZ TQM APl =
LA 7Izte] 2880 /M F& oA FHIAE 3-5d o)t 77te] Aa €
A AR 2ol Ao A1 EFFFE 7L 1 Zojd olg. AxE o 7}
4 W Aztel 2890 (Blomhdj et al, 1993).

4. X Al

2 YedAME TQMel EAX o2 44 Z¥ol fleuz, oqr7ldqMe 39 A}
g F7AE A8 A gt I E ErBe B2 29 e Ut dejdA
TQME AH3le = AEE o] FojA 1 tH(Ruiz et al, 1992; Parker, 1993). 234 o
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Yoz wds FARA, 49, 4T 5¢ WL B A 2FE %1 dx,
Seqsh BaE AdE @4 $e Hel K Waggoner, 1990). o/lAAE Aot Ba
9 Aesh 94T YUY AdE 47 280

1) £&€%F 34 Bl L4 (Koska, 1992)

o|AL& "l F9 Intermountain Health Care’s(IHC) LDS #HolA Ag3Hd T2
P Aol o 9dAE Yie O 2o

(1) Aol gAd=ojol & HHo] AA

Hdol GAstool & EXE B39 HE Fo
g AN F& F FARAE Eo]E Ao

2) 299 74

AA A&7} o] FolAE HARH} AHAE /M & ¢ A= A FEME € A4
sttt

(3) #A A (key process)®] et

4 9 gL 7P HA Q87 olFolAE HAE ot A #4 9 ¥l
W A8 98-S vAE F28 F3A SIRAE ddsiged, 24 Fed AA,
qud FAA 5o, FeARdA FITAA, £ F AHBE Fol

g AU A AR Fod 23& 23712 s BAATS $A Fo e
&3 2L A B3 & Efﬂﬁ"’ At

@ o" @A A FAAES A A 3

@ old QA E du} Fot *}%Q R1A é;‘éb‘}‘f

@ #Aol A AA FAAE FoAs= A

1= A% HEE Eole AU °f
dedthe 24& WA AU

g Ad 1497 o] Fox | 300079 W SF FEAA UERd #EE EARAE
H, FRAE FAF At wat ZdEEo] Hol7t Yehve A& dAdAY ¢ F
3Nz ool BRAE FAND BANX = FAECl 14%HD vl H3o, 342 o]
F 24Nt ool FAAE FAF B FHEL 33%] AT FEH 2N 9
Ao FAAE T4 &9 38%IM ol SR, 2/ oo T &
A dA 06%S] FAAAT F4 Fdol veth

old ZAF#E wiFoR A fe HL A FAEE AR Ao

@) AErdn 2 ¢ g5
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g FAR7] st Hd st JRAAE o] &3ttt BRAA <o) u)
$F F& FAE YrE) AT A2 T2aPs AU, &4 247 W &
AAE FAFT AL Fxses E7E AAAstE A7V SAA Atz A€ gF
7NEE JeUEE sgth. 71357 EE AX FAATT Fod ARl XHES
A

s dAz AsE oA AANsad. Wi e 3o A8E AAFHL
AA dehda e 2#E dFsdah 27lde Be qAEENH AR AEES
Ao vgde] AZHAR A g FR3A U

AN AEE odats dASd YaNE B Aol YANE SRS &
=T 22y o wAzZ A4 B4R} 549 ARe 24 2F A A
7 AYE HE BPET ANz YAA Sd5 2 497 e A WA
gt oleig EAE ZASY] date whaT GAF A $4A AAE HEA
EAd GANE FAFES AL DEAT.

3 2% o 19 Bol 2Bl 18%A 09%2 HAsAT ATl E FAHeE
YAAE $EH 247 olhd] Kol oz $AL AT

5) a3

o Z2aYWL A¥SHT FAaE Al o 30000-50000 THY vl go] Fojzk Ao
2 33990 249 222 YU A3 Holk 19w 2 o4l ez By
At

2) Medicare M2 JH M (Berwick et al, 1990)10)

(1) =73

Harvard o8} 4 Massachusetts General Hospital(MGH)& Medicare3t7} 2}%]
st ds9o] AAMY 39%° ol&rH(1987d 71F). 82l HY T wE A7t <t
8% AgH AT7E A TFoEA AFH &7 A2 UG gEgA o] £
AE 4 49 FA2 A72 gt

Ard AR Aol A Ao WEd A8 P37 Adn EASRE Ar2 dug

10) o]A& 21789 ¥ o] FAdte] 19873 R E Z3E 'The National Demonstration Project’?) &
Uz o]Rojxr}
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ol 7= ARH &AL AT 9F 360000 2l ol2= Aog FHHIUG

2 4 74

Aan 7o FEE PAFF 5ol EF IRHEE HE FHHAT. 8 F,
AT, 5718, 188E, AF, 84 E Fol Hd EFHUT. A8y A7HHFY B
2 FE3 3¥d 293 F Aol 24 98L& =S AU

Q) AFAF-G A FAH v}

FAE A8E B2 TEC] ¥ AF} AFAFY 0%t ALY FTHIY FAF
olu & wEolUL, 12%F Medicared A& ZAX mEo|leon ) 10%E A 3
T AL 27384 J|AE IE W] A Aoz ARE el

A oF 20%9 AFHE FAYLE & JTHE AFAFE Jav A7 50%
7 AH4E Zolnh £ ARAY F 60%E SELEH BHo] YUY 8 9 F

x).

o Y

L g - -

30 - e e e oo S

o[ S

% of Total Rejections

10 g - =

HIC No. MSP Excess Cov/Non Phys.|D  Other
Lines Days (< =5%)

mm Hard Copy t Tape

a9 8 U AR s

11) AA2E @&o i3] Medicare’t A2AEAYN T B8 A1A EAHprimary payer)Z 3+
& 35
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50

40
2
9

8 3
[b]
o
g

2 20
s
®

10

0

MSP  Excess Cov/Non Phys. 1D Other
Lines Days (< = 5%)})

mm Emergency = Elective
a9 9. TETE 957 ARe
dd AT AE M B olfre AdH A& A 9JAte FH(attestation)©]
g51, 2 23 mde] H3 &7 fEUh oW BFE AF AEE Fo7] A
HME AF718AA 29 A FBARAFE AE9F Aot

ol M BEFE7} HEHNEY, BEEE 219 103 2o

Physician's
Office l
-~ l Financial
Admitting Planning
A
Emergency ‘ Inpatient "
Department Accounting —>1 Medicare
Unit
\
Utilization > Clinical - Medical
Management Administration Records

a9 10. AgH AT 55X
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t F43 525 AAd g4 2 BAE WY FIA-20% BA'E
A e, sgsd o %ol AAYE $ETH 2 g8 $59 &
Rate

olidt dd #AL B39 gy e A 7K ERIF =EHIUG

O 9492 NHAA Jary FFU35e FHRHE =9 A

@ 99 AHAM Medicare & Fej(A1AEA/A2x B2l i3t Fr HHPS
=4 A

Q@ AT AL 27459 AFGE 4& 94 A

@ AHs AT+ wo] LHE FY A

® AL €07l A%t A FHH 2F 715 S AFET A

4 Nz 454

Ztzke] Aol g3 AT FAE Eete NS wt-AHTh 53] 449 AlH

A AR Jaayg F UG Medicare elo] i3 FRE A& A, A3E 58 3
79 23 FE(o]AL £HAo R HF o IhHE 3y 98] Hde AUAAEZ
Wt A, AHE AFeE Ao A B, QT ERAN YA gAEZHEIY =39

71%& A BEE A Fo] a3t ¥} HAUd

D 8% ANF oldox dLE o ey AFHIE FAste @A ey,
A g4 8F o]Fd o] HAY FaAed Ui ddo] A YA} MFE BN
A o] I E EAIS F& o] AMSAG

@ FAF-AMAAN Medicare BEE FEAIE F4& HEC] A glon, oz 7}
A AR E FEL BFEH .

Q@ ANAT AL Wold AFAE FAdsts PHS AideA Adstd AgF 2
3, o]H3 o]F R AEo] ARE AFAFE U7 26HM BT 62 £
.

@ FAAE FAdLR Fd AT 537 B FE ALY Aoy, o)RE
A& ERZ 3e 2oz vEY. =% AYAEAA n&FAL AN A
a2 A3 dAE ATl dF AFAYE A5 349 vtel 778004 308 <ls=
A2

® gAtFEFol AEFHA FL 7|F0] FIERA HeHE 29 Avlde
o] obzt, #F Al A HEH Hu7] o]de FIEE HESY 713 sbE
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Aol & ZEE FA3H Ak ¥ 29E AFHE dFT Yoz wE
of sl oAbl Al Bulx Hasd $AsA SUt

ol 39S A&SHA sty s ‘=9 % DRG #4'¢ A% FAE HEN

(5) AA 23

o 5704 vt AFAR Je7t Eo] EAX A

a

Aol F7bstATH Y 11, 12 #X)

4,000

& 3570
5 3437 3373 3949
o
§ 3,000
o
®
£ 2,000
S
]
£
S 1,000
o
Z
0 ' . L l L L
127 2/3 2/9 38 3/16 3/23 3/30 4/5 4/12 4/19
-6~ Date
2% 11 29A 45 E 15l Fo)
200
£ 0 -5 Total Rejects —A~- Hard Copy
€ 150
o
=
]
Q
$ 100 ~
2
g !
S 50 |
: L
O 1 ] | e
Nov 87 Dec 87 Jan 88 Feb 88 Mar88  Aprégs

a9 12 AFAR A5 Fo
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5. TOMe Z2HE 2 8|

B s EoplA TQME o} A7 =Y Al7lel o wetx TQMe] 71 &4
Holut Al dsidE 4wyt A9 ok 2318 TQMS A7HAE e 2
3 u§ ZddA 87T FFHAE ol F U B AHE YYPELR UFH
2 JH(Kaluzny et al, 1993).

a8y TQMe] A Hrite 31 g AL ohdch $4 Az HoldA &
A & TQMY 7Mdel 98 MulzoNE gz HEds] PEd= e o
(Collopy, 1993). <]& o] Deming®] 14714 24T = @7 dol} ae] o
HHE A4" 5 QA& ZolAY oy 28 AR Ags) 27 WgolgdE Helth
B z22 AAe TH2M TQME Woled AL FAs: AL ggan gga F
F3c $4E 4D Aol AAHor HAAF £59 AL FFF ok o= HL 3Y
Aol TQMOl W& F2L &= AL 7A5da ddaE, YAA AMde] TQME
A e Yo £437E TasuE Aol 8@ F4 gAot

AzP g8 Atelo: HA @& 2he Holr} ZAFHKritchevsky and
Simmons, 1991). AZ QA FLEE TQC/H dd@ #a 27& AAsn Y+ d
Hste] HAERI|BE Hol® 2-3RF9 A S BYMA EAsE Aol
BEo|T & Uut AzPdME BAAE 2z PEEE Ao BRI, g5
Bl NE B FAd] 222 AL = F 4 Bk A2 Add 98 Aol

7bedtAl @A da gtk & Eol YAt TQMI 2L Wye= Add +
g Aol

TQMelzte= H2 B0l o= ZeA} HEd & e A dFo] oz &
34, A=A zold wel @td & Jue A= FLE AAHY syt TQMo| 2
o dg 2 Fgst M2 2¥A-TIFA BAE SR da doe AL o]
ol A wpeh 2o oy Zol di@ e #A-48d BAE st T3 4
&t M& gE=rH(Anderson et al, 1991). WetA TQMS 71230 Ao &4 F 9l
7 485, o Aol 7122 dx dE EHF, A=A #4 2 E4-98d B4
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7} TQME 7}58HA 87t oo 2 gl Aol &3] osr|d ol HEZY
A& A (professional autonomy)e] o]® Abejol gl=7lol 943 TQM HIWLS 238
A 259 9] ¥ % slth(McLaughlin and Kaluzny, 1990).

TQMe] "3 £ Qe %o g AdE F2 229 JF 4 B(performance) 7AH
of A5 5ol lch(Kaluzny et al, 1993). 221} ol& @ W XA &FA FEsejor &
AL gu7|#e FAAECl TQME HIHol 7|2@ Z2a3 A disf o{d ¥
38 ZAgstn Ax od WEe Boj=y 3= Ao Counte et al, 1992). °] Al
A= TQMe] 7HA 7hsAdl dis) 384 o2 Hrshs Z¥ol e Rol Al
U, Be JEAHEC] 9443 H2HA 243 U= Ax ddolth

H & @49 A7dFlAT TQMe| 239 FHYLENA A7 VEEE wolu
A3 dFel dis +EHY A4E M £ UA doe Aol AAE v Qo
(Counte et al, 1992). °o|ZA& TQMeo| A9 FHHENA SHAHY &74& #A <
A&& grste Aol & dagoks oA £ YeiME TQM F& TQC
of s oAl T2 kFHAAL R E Ul Ao IHHA HE
Hede A€ & F A0S, 1992). TQM 7128 H2& 249 858 58 2
279 253 ZArte dostan sle Aot

a2y dAHez 8 v} 98713 TQMo] 23 74U FdE 3347
I AEAHA A FEE 7l e HEE HEE F ASAE #wuo] H4A ¥
o TQMo] 7122 32 e 84 7]Yd 43 24 s}t 2o W IEF %
S 23 ¢gn & vo, Ade FFEGE FHEHAA A7 Ao AAE
oA 7hA 5@ H4P@Y wolEol7] HA 4E AeE EAQ 53 qEH<
59 el gle 2 U g8riad 2f¥HE zeed, A 23 7499
€ AAste TQMe] AR AAY 34 /jdE 283 3 A4 A A= x¥
< 878 ISR A @t

P
1

o]l

¢

(ool
2

12) @A Zr 871N dojAa Qe A 4 +59 difES dx §Y, o9 5 =23 74
2 N9 =¥ 2783 Yot
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6.d &

ol oA A B TQME %38 YddeMe @A7A i3] o&Fojn F4AAU
S22 HEY gl 18y g8 AF Y, dB7E Y FA JtE, #AE9 dY
A A ogel Ao g AR A & nysd Ja7|F A L A% =
d4e AARTE od P2 E F3E Mol 2k

TQMS o3& FgolA $2 e} ur|dEe] Axs] & o3 gue 3 ¥4
o] g £ 9l& Aoltt, oy TQMe] EAH oz AxdE 4 oy e 2
g 857 BEd dBAEA HFAEC] WA HAH ok Foh. F 5o AL BAUY
g1 o} gJgle] /M M AR Helgol:= o, drd A& Hrkge AL
g8Qe 7€ AYeR = A, g8 A AL AT T desdE A
o] 71EAQ AA7t Holok & Aolth. F3] At JAAME A2tF o f(time),
% (tradition), &otel] W A (trust), D (territory)t] Z5H 2L Fofade] =
E g ojof gh(Berwick et al, 1992).

TQME Wotgoln Alxste Az FA7F g5 24L& TQMe] 4 =3}
Az drdes AN EAE 23, 27 FAD HAAY A E A3, A&
el A FAE A8 ¥ 943 AAE do} Sl Aot} FAuT Hu HY
Hel A s T 13 A E M= Aol Fasi

L o

177891 Mul 2]l Me Fd3e. 384, 1991

2.3, ¥4 9489 4 & A % R FA. A9 gdaAFHdeds o
A4, 1993:191-207.

TSE. 989 24 @2 WA 1990;23(2):131-147.

&S ddArledgs A Y T2 W 2l F3dFaH). Frle
g3t @AM, FAAL, 1992:120-172.

5XX%. @AY 23y, 5F 5. 29 dsny. FEAL 1993:165-175.

69T, 4849, AY7] F. AAIERAS AT 989 AAY A7 BRI,
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1991.

7.24%. Ao &(MA ). ¥IA} 199%.

8FsE 5. 429 Jug. #EA 1993

9.3gM. Az Ao g A& B@ YA 1992;2(2):112-130.

10465 A8, ERBEEY. TQCAAM TQMLZ. F=EFH 3], 1993.

11.Anderson CA, Cassidy B, Rivenburgh P. Implementing continuous quality
improvement in hospitals; lessons learned from the International Quality Study.
Quality Assurance in Health Care 1991;3(3):141-146.

12.Batalden PB, Buchanan ED. Industrial models of quality improvement. in
Goldfield N, Nash DB(eds). Providing Quality Care. The Challenge to
Clinicians. American College of Physicians, 1989:133-159.

13.Berwick DM. Continous improvement as an ideal in health. NEJM
1989;320(1):53-56.

14 Berwick DM, Godfrey AB, Roessner ]. Curing Health Care: New Strategies for
Quality Improvement. Jossey-Bass, 1990.

15.Berwick DM. Controlling variation in health care: a consultation from Walter
Shewhart. Medical Care 1991;29(12):1212-1225.

16.Berwick DM, Enthoven A, Bunker JP. Quality management in the NHS: the
doctor’s role-II. BM]J 1992,304:304~308.

17Blomhdj G, Hermann N, Neergaard L. Continous Quality Development. Danish
Ministry of Health/Danish National Board of Health, 1993.

18 Blumenthal D. Total quality management and physicians’ clinical decisions.
JAMA 1993;269(21):2775-2778.

19Casalou RF. Total quality management in health care. Hospital & Health
Services Administration 1991;36(1):134-146.

20.Casanova JE. Status of quality assurance programs in American hospitals.
Medical Care 1990;28(11):1104-1109.

21.Collopy BT. Do doctors need Deming? Quality Assurance in Health Care
1993;5(1):3-5.

22.Counte MA, Glandon GL, Oleske DM, Hill JP. Total quality management in a
health care organization: how are employees affected? Hospital & Health

- 336 -



Services Administration 1992;37(4):503-518.

23.Deming WE. Out of the Crisis. MIT, 1986.

24.Donabedian A. The quality of medical care. Science 1978,200:856-864.

25.Donabedian A. Explorations in Quality Assessment and Monitoring: The
Definition of Quality and Its Assessment. Health Administration Press, 1980.

26.Ermann D. Hospital utilization review: past experience, future directions. Journal
of Health Politics, Policy and Law 1988;13:683-704.

27.Gaucher E, Coffey R]. Transforming Healthcare Organizations: How to Achieve
and Sustain Organizational Exellence. Jossey-Bass, 1991. (£$%, £9A(Z 7).
WA Al gdA) 1994)

28.Gaucher E, Kratochwill EW. The leader’s role in implementing total quality
management. Quality Management in Health Care 1993;1(3):10-18.

29.Gift RG. Clarifying quality management terminology. Managed Care Quarterly
1993;1(2):15-18.

30.Harrigan M. Quality of Care: Issues and Challenges in the 90s. Canadian
Medical Association, 1992.

31.Kaluzny AD, McLaughlin CP, Simpson K. Applying total quality management
concepts to public health organizations. Public Health  Reports
1992;107(3):257-264.

32.Kaluzny AD, McLaughlin CP, Jaeger BJ. TQM as a managerial innovation:
research issues and implications. Health Services Management Research
1993;6(2):78-88.

33.Koska MT. Using CQI methods to lower postsurgical wound infection rate.
Hospitals 1992;66(9):62-63.

34 Kritchevsky SB, Simmons BP. Continuous quality improvement. Concepts and
applications for physician care. JAMA 1991;266:1817-1823.

35.Laffel G, Blumenthal D. The case for using industrial quality management
science in health care organizations. JAMA 1989;262(20):2829-73.

36.Lopresti J, Whetstone WR. Total quality management: doing things right.
Nursing Management 1993;24(1):34-36.

37.McLaughlin CP, Kaluzny AD. Total quality management: making it work.

- 337 -



Health Care Manage Rev 1990;15(3):7-14.

38 Melum MM. Total quality management: steps to success. Hospitals 1990;Dec.
5:42-43.

39.Milakovich ME. Creating a total quality health care environment. Health Care
Manage Rev 1991;16(2):9-20.

40 Nathanson P. Total quality management: rhetoric and reality. Managed Care
Quarterly 1993;1(2):19-25.

41.Parker RI, Bonner MA, Coughlan JP. Introducing total quality management in
an area health board. Australian Clinical Review 1993;13:133-140.

42Rakich JS, Longest Jr. BB, Darr K. Managing Health Services
Organizations{3rd ed.). Health Professions Press, 1992.

43Ruiz U, Acedo K, Buenaventura R, et al. Implementing total quality
management in the Spanish health care system. Quality Assurance in Health
Care 1992;4(1):43-59.

44.Sholtes PR. The Team Handbook. Joiner Associates, 1988.

45.Shortell SM. Theory Z: Implications and relevance for health care management.
Health Care Manage Rev 1982;7.8

46.Smith R. Medicine’s need for kaizen. BMJ 1990;301:679-680.

47.Waggoner DM. Application of continuous quality improvement techniques to the
treatment of patients with hypertension. Health Care Manage Rev
1992;17(3):33-42.

48 Walton M. The Deming Management Method. Dodd, Mead and Company, Inc.,
1986.

49.Wright CC, Whittington D. Quality Assurance. Churchill Livingston Inc., 1992.

- 338 -



