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High Performance Organization : HPO
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André de Waal — HPO Center




adaanudgrsag HPO

. AAIWNITUINITINANT (Quality of management) :
TQA framework

. &vanudaiunuuatyaaninstun1satiiunisg
Employee participation/empowerment
(coordinate relationship, positive atmosphere,
mutual trust)

. Jjanaseazean) (Long-term Orientation) : KPI &
Benchmark (LeTCI)

. Continuous Improvement & Renewal : CQI
(ADLI) & Innovation

. Quality of Employees : Competency

André de Waal — HPO Center
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gus 52501 Malcolm Baldrige National 1987
Quality Award (MBNQA)

AARLATLAL Australian Business Excellence | 1988
Award (ABEA)

SIRRS1E] Singapore Quality Award (SQA) | 1989

efi1lu Japan Quality Award (JQA) 1994

g we s European Quality Award (EQA) | 1995

ne Thailand Quality Award 2002

(TQA)

Uszimaniinnaiai MBNQA ililszeyneilal
- 31NN 70 Usztnaninlan
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avAansnastadnaei TQA ?

» mature stage?
» competitive environment?

> Aavaviunazfasfinia (strive to be better) uagiinig
atiunsdFudsyaainnuaznszuIunis (improving in
quality and processes) unnau?

> Auaunuinlunisiiluguwuy (model)?

> frdvadluzieusuildau (going through the process of
change)?

> AdvuadrinnsaunsaLiiung ianinuatdnye (looking
for a framework to keep focused and unify direction)?
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- dFug9iansatliunis 4aANUAINITO LAENRIANEUAIAIANT
FINRGAAUAWUAINANRA LRTANNEIEUAAIAIANT

- fueaviiafiysannnis tianisnvuny uastdulanialunns
1PEUFUDIAIANT URLIEALUAAR
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AatanEaLcsNAsuAaILNONA

> Uildelunadunuagadmng
> Useifiuivavdng wagszuu (Inclusive)

> Liniziangasmranuualiild (Nonprescriptive and
Adaptable = aylantiay aaulantiag)

> nuletaaluaddnsiiscuun1suanIsnaadtniiaununngiu

> &uuduuyuuastiivszuu (System Perspective) : uian
PDCA

> Focus Nanudavn1suadfigiulaigananue



n1stadnanei TQA & 3 C Model

USUN
(Context)

NAaKWND

(Results)

A11213]
(Core Values)

LnaLA
(Criteria)

TutAagnss5a
(NON - PRESCRIPTIVE)
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Organizational Management

» System management
» Process management

Quality of management

55, 7QC, BM, BSC,

KM & Civema
NI¥i, O JiXiTid,

TPM, Lean, SPC

Management &
improvement tools

7S, MBNQA, TQA,
Management PMQ AQTQMQ
frameworks !

nanAnTuN1s1iIvIUY
(Core values)

Quality systems
&
standards

ISO, HA/HPH,
JCI, HACCP

Management of quality
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audndivuadtnaiai TQA

ADLI & LeTCI

AaLigad1a1n aliiasdnsiansain dafiruasng U
SZUUANTUSUKNS 1adl...

1. psenfiunsiciussuuniali (Approach)

2. msisrunlddftiGacineazede sintaua Mide wida'ly
(Deploy)

3. MIdaaulssiiuna R IUNSELULAYNTELIUNTTE
1vifduniali (Learning)

4, wamsﬂ%’lm.lfa;aiul,t,@iam%aoaiowasiamsussmmnmﬂuaz
neimnaa111ulv1nIv 1313a'li (Integration)

5. Hadwsuasn1sUsulseasvaIudiviiunialy (waetiulé
\Hullde LeTCI)



> DO

> Plan aranangni1sudfiits (Deployment)
I Uss 3§ 12 96 o

\luszuu (Approach) dsenaues > ANUATaUAuUaINunLihune

> ASuiadau (Owner) (Breadth) |

> lidiayacduiladming (Input) > anudsuasyaaInsi LAl f)1ifaze
> fiffupau (Steps) vindn'lé (Depth)

> Wiunaaws (Output) » Check LeTCI

> fszaznainsaitiiunis (Time frame) 3aus (Learning) & 3 seal
> Tana'lé (Measurable) Weuaag ~ SYstematic evaluation

& improvement (CQI)
fillsz&nsan (Effective) : > Act > Knowledge (KM)
> Il iisiia (Good practice) > Innovation

> auuuu (Best practice)

wusau1n1s (Integration)
12 &

> syuudu (Other approach)
> U5un (Context)



Strategic
Leadership

Execute
Excellence

Organizational
Learning

oAb
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TQA Core Values

AsunavAnsacinIliIganeid (Visionary leadership)
A1syILiuauaa (Focus on the future)
ANusuRataunadean (Societal responsibility)
yUNaILFIsczuul (Systems perspective)

anutluldafiyasiugndn (Customer-Driven
Excellence)
AsiANNRAuAUUaaInsuariusiing (Valuing
Workforce Members and Partners)

ANuAAaYRI (Agility)
ATYILIUNINAANBLRzNITE319AaLA1 (Focus on
Results and Creating Value)

AU UDIDIANTULREUDILARZYAAR
(Organizational and Personal Learning)

10.n153anstiNaudanssy (Managing for

Innovation)

11.nm5dan5iaald2dayaasy (Management by fact)



SIRIRAJ cultural values

sgvtazu CQI, Innovation, KM, R2R
sanaaavaiiay HA, TQA

S | Seniority (C) Snfuaafiiae Hudin Baussiudu

I Integrity & Ygadntd gneag tada’la Tddayalzelunisvinu
Integration (V) | usaunnng

R | Responsibility SuRerau HUUsz&NEN TN AT96aLIRN
(C) e nuaaauunglduinis f9au LaEYARINSG

YINRAWS &519AUAN

I Innovation (V) Anas19assd 165 Wanunsalilae

R |Respect (C) °i°§i,ﬁ£iiﬁ"fu HRICIViRF RN G iETen
LAUALAIUDIAUNANTEA U

A | Altruism (V) Afledvdseiamivacdu wazarusiududide

J |Journey to i

sluganuiulda wasdviiu fiaandn
excellence and IFduviEd uszuy ARaIE»

Sustainability (V)

fatley & dutalaulunisdjifivrunasnnau IFaNAUTINAUY



tneuai TQA 2559-2560

Organizational Profile

Strategy Workforce

@ ‘€ RESULTS
(1) (7)

Customers Operations

] Measurement, Analysis, and Knowledge Management O

From Baldrige Performance Excellence Program. 2015, 2015-2016 Baldrige Excellence Framework: A Systems Approach to
Improving Your Organization’s Performance. Gaithersburg, MD: U.S. Department of Commerce,
National Institute of Standards and Technology. hitp://www.nist.gov/baldrige.
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1. Organizational profile : s wsNAAIRANITY
NUFIUAUIAINIARDNAAIDIANT ANNFURUSAL
ARNATIY TUTTAUAIANT RIRAUNTANINAGa |
DAL TUNT FNTWAITUAITU ARBAAUANUVIINNAT
1Aty TaFatuULNTauat

2. System operation : szuun1sufiifin1siie 6 1u
Aa N15UNAYANT NRENE anA1 UAR1AT NTU{ITRNT
ILRZHNAAND

3. System foundation : szuun1sAInn1Tdaya (A3
AATIEA LLAZAITAIANITAINNG)
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AntiuAIsiisiuIaatn1niscanil 2555-2558
“"HEROES”
HuruguaIwd (Healthy Community)

asweunganuiluldduayaviiu (Journey to Excellence & Sustainability)
- Clinical Tracer/CPG
- Benchmarking KPI

- Utilization Management, Lean, Lean-R2R

. AsESeImusssuANNlaanfadIan1sLEITANN &9 Eesn (Safety Culture

by Risk Management) & Patient Safety Goal @
nsldszuusiaviualiinisal (Occurrence Report)

aNuaatiiavlunisinr1niven (Medication Reconciliation)

nstdaiaedeyaunan (Concurrent Trigger Tool)

Asnauduadnzantdu (Emergency Response)

A5 19avANTLINTSL3EUS (Learning Organization)

- Siriraj KM strategy (Link-Share-Learn) @

AsLANlss&naninlunisdasns (Communication Effectiveness)

- asRadstiayanaluiin/szninevin (Handovers)

- asdviRIunnuadiihanasy1flun1squasnin @

- astuninnussidau/dayasgiAgy

g5mnuindwalauaflduasnugiviudnisattvguaa (Increase Customer

and Staff Satisfaction) @



szuuliuilsenanisatiiunis (SiPIS)

NUNMUNANS
AtiIuANIS 233
Perforl_nance S5 ULN G
Review o ﬁu
ADLI & (KPI, rdalis
LeTCI results)

O Usziiunutanu
AM1INTA59N5 O \nawal A
o o SiKMS Wad1sya/ussiiiu
wWenu/u5uilse . =l
e AMualu/arauan
‘i/!ﬂ‘iuﬁ‘l.l Ci |l amndavchin Cuat
i LCAUTI oIy Jyol

SIRIRAJ Culture

Assessment
(Std.,
criteria)

Improvement
(CQI project,
initiative)
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(Knowledge Management)
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~ Best practices wazanssauime
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Siriraj KM Strategy (Link — Share - Learn)

WEUITEULIU
ANUAANHTA uInAsIN ARYAUNZ KM Website
| muuw%ajﬁonu S e 1A 1" lAA&ITAUMN UWUAIBaUIAgAyuayaiu
o FifienayN ety asgiudu

NLBMIsLRsNNUTEa U
* UANFIUNIIIAINTT AAVAINIAIAAT
Qtranet/internet dila tan&s 619

e M3lddayauInig
10117 feeu Useiliuna
KPI & benchmark tita
- Weuun siatliag (CQI)
- wivilu/agnana (KM)
- §51952UUIU/ AN

T1ai (Innovation) /

e st UAULAY :
Internal survey

e 1sgiiurNNaIANTANEIUE

e CoP : &An 3IUTIN
BEUBEY ANNFNRRALY
&51955UUIIUUIA S

Siriraj KM strategy
KM tools

7 4
“-

e IALAUANS

Empowerment evaluation

: v o = (Uszfiupna & 1ina) —  WiaY
gneiay ThAsH
- " 5193a1A59N15H0M1I ¢ uInN55Y
KM criteria

. NHUAARX



ARBUAUADINSHAIUIALATN
(Performance review, Assessment) & KM

UaI§IU/tilviune
\WeuLAey NNl [ &519/TdANN3 ]
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A
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Gap/Opportunity of improvement
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A1suSuilsunscununs

Process owner SiSPP
v avIuNiusAa CFT > ol
danutayadida dr1Sn 1
« VOC . AAs1Tu
e NAANWDAIZTIA (in process, « Trend
output/outcome) J| * WEauAanuawnihvane/giiay/
e ALVAU/AUTY/FOUNTTAI AL
aauan e WIRILW6/ANUFUWUD
« walsziiunalu/mauan | S
! <
b G\:}‘Ia&l&lﬂﬁ"l‘u Lean,
* Process improvement |_ e U5uilgv R2R
 Product innovation e fianulssiiuna
 New business model
ALINELINANY

Best practice —

Az & gdvau




Siriraj Knowledge Assets

JatAulunaannune '.
LA NIINTLLNINE o d
ARsAaUT 6 un Achieve & ui’;?sju"/}webzite
/ museum RUUIUUANS
(Organizational A AU AIY
learning) ROR
TATINT6190 !
o L M9 ua patent
fUUFUUNS e Publication & book
A AUNNRITUSS (Research K. creation) uleng/uu
ANWHNAHNQAINTUIRAED / . ﬂﬁﬁ’a/ﬂsgujunjs
N < MU |

\
Process, Product & Best Practice @I
(CQI, Lean, CPG, R,R
uInnNITNIATINITARAAII Patent)
sgnd qila
LlaNRITALATN/
AT&aU

/

Work instruction, guideline
(Routine work)

N\




Siriraj Clinical Tracer Plus :
Severe Sepsis/Septic Shock

WNASNE guauiinufiié (CoP)

> wnnensifase guasne adhafuanaianizndn 10 Bag

> 5u5ulsend wazuun1eljiariiadas vasTlsewenna 66’5

> davinviledaafiafauwanaraliiua @ ararsaunng wwnedilseantiny v
wundilsgartnusaaan vagiha (wenuia) nihavuzadraagunssu

> ausuanase (Aaula) ud.wwnedil 6 uwndlseantinu wenuna wasndunsiiialdag

> senald gn1sdfidviavieTsewenuna dousfiunan 2554

> Favirsruudaiiy Sinssvidaya wagsaouna Radse IuLasWaIuIsEIL A9

T L TR L T R ————

> daualufiylszau National HA Forum i
flunmu 2554
> &sw.ain ldwwanwsiilu guideline

Wilssane
> Weuuszuudinenaiu/anidu dsu 2557
> U5 TUNRANFOTAUTNUAN. LI AU F 16

wwndlszandnu wenuna O




Siriraj Clinical Tracer Plus & Link-Share-Learn :
CPG Severe Sepsis/Septic Shock

Mortality rate
(%)

50 4 Quality
\
/ ALOS (7u)

—-—i1.A.-5.A.2554
-#-2555
-+-2556
-<11.A.-1.8.2557

Charges(‘mﬁu AV

> WenussuiineNaIu/antdu
> UssTundngnsausy uan.NAUALG wnwneilszandnu wanuna
> &5, inldwaunsiilu guideline Madszine




itgualu HA National Forum flafiunau 2554

g9, Ui ldaaananidszine |

14" HA National Forum

Fus1viasvianLeu
Patient Safety Goals Award
HA National Forum tia du1au 2556




1vs HPO a1l Specific disease excellence :
Siriraj Clinical Tracer Plus & CQI, R2R

EE 1. Pre-inpeeafinn e aluation by sar grom arm] e Sarlid

3. pundiliern Care Map

Clinical Tracer Total Knee Replacement

| Diagnosis ] ! (1) Criteria diagnosis e S0 Proop P oo
§ {2) Guideline : Conservative . 6. wuasFumuiny Tpe & Sereen
i (3) Indication of Surgery (1K4)
No — = |

1. guagihons Care Mgt

1. Aieiimenl comvell. NTIVREIREINTY Lab UHBI. 1.5

Surgery o X TSR RNTU Taplaat e Lodoer Lnstrumest
4. i propiytacss anssstic 10
5. Saira] Surgical Safty CheekBst
m/e n t‘ . | KPE- 1 A0 b
4 N

operation \ﬂaﬂm‘ iR 5 avii duasii :
LR T ITES T
+ mbasdnin g v ]

— —~ f4} Guideline : Pre vperative evaluation

l—‘xf TKA o {5} Indication : SIPAC Consultution

- (6) Gyideline - Pre admit evalugtion
[ Nomopration | - Total Knee Repl
| Operatlon {-"1

Conservative Rx. ?) ‘

3 Puim s 2 6Bl 2 s |

kT met 72 vl

‘ Pre operative evaluatmn o]

I

% KPT: Surgical rite infection kaet score at 1 year post-op 1%

Pre-op PT aducation Yes | pre-oplab+ Chestx-ray+EKG

r '
Follow up 'r_, absziii funetlonal outeame Lo Knee Saclery Seare

3 months before surgery within 3 months before surgery
X ] ) ] sticker @il2w
. "\U _ /f" ey Z Clinical Tracer Total Knee Replacement Checldist e
| EPI : e masrsuuS s . -~ - -~ MU A
~ U7nun SIPAC - - Ready for ~ WTUBDHANEY discharge
; na’lm‘ua‘lﬂgnaaﬂumm‘nﬁ >5 ~ P
. Consultant / Yes ~. Surgery - . . , tormation | el
g - winsdia o dhwana | aoifuillE benenmark owner B
S e AINAAH Y provider nrinuy
T
Yes 1. Safety
‘ Ad m |ss |o|'| center ]d ‘l.iau'uul'mmie-.um J Arthroplasty. 2012 New
¥R deep infection Tudn 1% ; .
l oo PR Tt H.pii: SUSE3-3403 (12) wmg Vimaflan 11
Wil ﬁlﬂ-ﬂ WA
005049

l Pre admit evaluation (& o
Functional

s g
TN 0

vinaflan

3 i@ 6.1 T




NAaNIIALUUANS

WNan1satiiun1s 2558

nanaImngadtiniinnsaavin SiCT Plus
atinvilaa 1 (Gave/l

13/16 (81.3%)

AataAgNIT5UTAIAMATNAFNTIALRNE
(specific disease/care program) : TKA,
Liver transplantation (2558)
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aNudemvnaiin (Clinical risk) (" & cnudae

UAIAEUNTN

ANULAEY KAt NITalaULRavatAnaUuALKE
NNTLLIUNNT KWIDAANTTUATIRAINAEIE UARENITAUR
fnEIWeNUNR Aufihanduiinu

e ] Occurrence
The Swiss Cheese Model of Defences report
o 0 OV

Misadventure
Deathsevere harm

No Harm Event

No harm done but potential for
harm may be present

Uszifiudaeay
> lTanAinanugaurdea aafihauazasaunia

> STAUMMNTUNSY Auus LEntian audeia

> WaNITNUEaIng Ina ansual AN WIaInduauno
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AsNe MnaaluU 19l

litws ~
114 U

ANLOLZ2ADIDY

als
|

A
(High reliab

-
a

TANUUAINKANAADIANEAUZNITVINIU T2 LW/ WU
S1UANNS Yuuasuaziseaunisal (Hypercomplexity)

nan1svinufsavanduiiuaneg (depend on task across
the team)

fszaunistvaudiyriuaraiasiunainiale dnaudandn
(Extreme hierarchical differential)

TNRuvinnuuasszaunrstadulanaduadau (Multiple decision

malker)

I1TIGAIN\I /

fuaufavn1slingavanudarau/1ds9Ts / a1n1iivage
(High degree of accountability)

fAadni1TszuunIsTIdadativIIuIvNIA Yiunen (Need for
frequent, immediate feedback)

fdavldnuarenudavaruinalitiananinga (Compressed

time constraints) @551



High Reliability Concept

Hunndendialvitiannssdnaunisudnisquasniiian
g519ANUN1TIN9TR (Aanudaaada & aauatnga)

WNaANKNEIY mindset & culture 2NAUANITHEIUNISZULVIU

SAIUAR aug UHlaTaadaTuiic

Mindset — Mindfulness — Culture —

— Reliability

Design
} Production — Product — Customer
Procurement

L

Database of Failure

o  ldinszununis/inaui/ieaviiasines tau
'szuu¢1mn1wuam11uﬂaamnu Six Sigma, Lean, ISO, TQA/Baldrige,

TQOM tNaWwUITEULIY



(High reliability 6rga"|izat|6"| : HRO)
v ¥ o 4 ] No harm,
AIlU mavdl Safety Mindset : _Proactive risk management

)
...

> fius (highly alert)

> Tisian155us Turaunsaisaudng “sianeas” N:’ﬁ;*:;'(‘;e
> gansuingdudiau Lisrutandneadnan iuan
Wisau

> ATUAA La1 nearmiss untHduTanawemiun
> wiausufiamnuidaenasgaiunisal
> fnntu (flexible)

> fusadiuai’la (adaptable)

AXLAN

No blame liina1nn
TattiuaeIne

Preoccupy with failure
mnmomanwuwuuaumuamumams
"lummmsmmﬂmumsammaummmaummmu

14th HA National Forum 12-15 fiunau 2556



@351 & n1suyg HRO

> Concept & criteria : nnAU NAILHU mnﬁv’umaumsﬁwmuua
g5vmnulaaaia daauan wazldssdnaaiw unndiu

AN GRGIC

- fug ala Baud Syl e nUIARaN T2ULIY LAY
WaRNTINN THuasy TN
> People : fufdforudgrusaulunisweiunvnu f9t&sunis
wmmamsaumaﬁmmu,auml,ﬂu (SA & Decision making)

> Process : ¥ansy1nunsvinduAdaLa e §uise
ATIARALINUMILAULAY THLATaIHaAUANWNLRUNZEN
Useiliunaslduatawmuiatnoidse&nsnw

> Resources : ANAT LNNE&aN wagtaasian1sussatindsesad



3j9ad HRO sna Siriraj Concurrent Trigger Tool
(MEWs : ghaedsauaunan)

A1viua Modified Early Warning Sign (MEWS)
\lu sdvdauaunan (concurrent trigger tool)

AR
| oﬁ\ﬁ\g\\l NUMIU AUNI guideline/CPG/caremap 2550
L . \QS‘(\a(e’ \
3] G 0 e node

A0 11 guideline Taadsnw1arnsaunwn il uney
> AN97UAE 21N aNNSURRAY NNTATIAAU
> AW WENLNR © ANTAALAUAINANITRNLAU ANTLATEUNTT

Tagiusyavd @ u3nsaNnuaadivinlunsauadihaatraiiuinguanan
> &nneihaliiaiag
> fihaliiannsunsndauiiilasdule




3vad HRO a» ¢ Siriraj Concurrent Trigger Tool

_(MEWSs : andvssusaunan)
D) v .
1iN3a9 3 (3a9 ; vuMINEL.AREY & Madadb
Increase intracranial pressure
Active bleeding post cardiac surgury
Acute arterial occlusion after revascularization




MEWS : Increase intracranial pressure
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MEWS : Increase intracranial pressure & R2R

3 NAAWE | WaAWEAUFIE 6 - -
dadisa (KPI) vl Aau wEuupumsatiivn1s nau/uwas nsl
PRl iU 2556 2557 Guideline : MEWS of Increase Intracranial Pressure
1. das1Augnfavuadnig 80 68.5 70.55 | 68.5
as1awun1z IICP sl (n=73) 1.Early detection late stage | Early stage
MEWS wiawfisudy CT Scan 2.AsiAsEN SN 1593 L Tumsinsen wiauldnau
(%) alnsailuns hinsamivia saviLanmunsal
2. Han1s¥nEIAIg IICP thaiai anaulanu
- Improve (%) (azwuu GCS | =50 48.80 56.52 | 55.17 | 3Miams anIlsiRuASAliaY | o guideline
wa Motor Power grade ) fAodnfizavithe | newnaudasie | uasflasdamuiaidy
it g A g
- ansnsene (%) <8 19.50 9.57 5.75
O
O .
O [ Siriraj Concurrent Trigger Tool rieIundiv
G‘Ia 2IDR d Tuaatzunnassansdssrdwaiuia teulszanal 2556 - 2557

R2R

ERiTR1T]

HInaAUFUDY

OFH%#MQHH@

safety KPI 5. O ©
& au HRO 2556 2557
jl.nrm-smw 4 9

AILANTUSISEN 1 1




STULAMANTN AMZUNNAAIINSASI1ANLNIUNA

l

l

l

l

ALATNANIS AMATWANTISANEN ALATNATFIAY AOLATNIIU
: (TQA)/uninagan/s1ananan (GCP) NS
I i } ! ! :
Ts9nenuna wavufiieinns uULNUAUUAUUY 2560
HA/HPH/ MINISUNNE & diinvu . .
ICIA ISO 15189,  (HA/HPH, TQA) — SIS & SiOA
22870
2553 =
o
. Internal UszAuqann N335 ASSUANS
Audit AsfnENA1aTY AILHIFU
(ISO 15189) (MUQD/EdPEX) n5I3utuau 3211119

Internal survey wnil (HA/ICIA/TQA; 1S0) “_2544

HA, ISO: Surveillance nn 1-2 il
Re-Accreditation nn 3 il

asadaun1alu/snv./asrasauvunisiu/MUQD:EdPEX nnil

s nendann 5 il
sgna. nn 1-3 1l
sgue.nn 5 1l

naudativtnnadidasuvivilszinalnag (nsnn.) na 3 il (TQA)




$nnilscavaaavnisidaugisranialuidszanil

Q

1@iew SAR TQA, Advanced HA
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Organizational Effort

Setting Overall Goal

World Leader
891 -1000 \

Benchmark Leader

Industry Leader 791 - 890

681 - 790\

Good Performance

\ Emerging Industry Leader

571 - 680

Target

Early Result 471 -570
271 - 370 \

Early Improvement
371 -470

Early Development

0-270
TQA Score
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