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Nurses  

are critical to the delivery of  

High Quality , Efficient care 





 
Dictionary  
efficiency 
nounef·fi·cien·cy\i-ˈfi-shən-sē\ 
: the ability to do something or 
produce something without 
wasting materials, time, or 
energy  
: the quality or degree of being 
efficient ( technical) 



Why efficiency is so important? 



Siriraj Strategic Map 2015-2018 





Increase Hospital Efficiency 

• Provide High Quality & Reliability Treatment and Care with 
International Standard 

     ให้การรักษาและบริการที่มีคุณภาพและความน่าไว้วางใจสูงตามมาตราฐานสากล 

• Deliver High Productivity Health Care System 

     จัดระบบการให้บริการผู้ป่วยอย่างมีผลิตภาพสูง 

• Integrate Services and Establish Networks to Provide  
Complete Circles of Care for Complicated Disease 

     บรูณาการและสร้างเครือข่ายของการรักษาพยาบาลผู้ป่วย โรคซับซ้อนอย่างครบวงจร 
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Siriraj Hospital Strategic initiatives 

High Value International Healthcare System 
ระบบบริการสุขภาพที่มีคุณค่าและได้มาตราฐานสากล 



Sustainable Excellence 

Safety Quality Productivity Innovation 

Siriraj Hospital’s Four Pillars to Excellence 



International Quality Frameworks: 
Norway 
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National Strategy for Quality Improvement for the Health and Care 

Services, 2005-2015 

Effective 

Safe and secure 

Involve users and allow them to have influence 

Coordinated and integrated 

Utilize resources appropriately 

Available and equally distributed 

Six aims/elements 

of high-quality 

health services 



International Quality Frameworks: 
United Kingdom 
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2008: Quality should include patient safety, patient experience, & 

effectiveness of care. (Source: Lord Darzi, National Health Service Next Stage Review) 

 

2013-2014: Five domains for quality improvement derived from the quality 

definition outlined by Lord Darzi (Source: NHS Outcomes Framework 2013/14) 



Quality- Efficiency Link 



Safety & Quality Management Framework 



Effective Risk and Safety Management 

• Risk Management 

– Risk identification  

– Risk Prevention 







Siriraj’s Patient Safety Goals 

 Poka Yoke 

TPN Calculator 

การจัดการ Dispensing error   
ยา Look Alike จดัวางแยกชั้นกนั 

Sound–Alike  
ใชร้ะบบ IT สร้างความแตกต่างท่ีช่ือยา 

1. Safe surgical team 
1.1.Correct procedure at correct body site 
1.2.Surgical safety checklist 

2. Hand Hygiene/Clean Hand 

3. Safe from ADE 
3.1.Improve the safety of High-Alert Drug 



การระบุตัวบุคคลให้ถูกต้อง : 

การเช่ือมโยงข้อมูลกบัส านัก ทะเบียนราษฎร์ กรมการปกครอง 
อ่านข้อมูลจากบัตรประชาชน (smart card) 

4. Patient Identification 
แนวทางปฏิบติัใช ้SBAR 
1.จดัสรรเวลาใหเ้พียงพอ ไม่
ขดัจงัหวะ มีการทวนซ ้ า อ่านซ ้ า 
2.ใหข้อ้มูล  

1) สภาวะผูป่้วย 
2) ยาท่ีไดรั้บ 
3) แผนการรักษา  
4) advance directive 
5) การเปล่ียนแปลงท่ีส าคญั 

4.จ ากดัการส่งมอบเฉพาะขอ้มูลท่ี
จ  าเป็นเพื่อการดูแลผูป่้วยท่ีปลอดภยั 

ดูแลผูป่้วยแบบ Cell Concept  :Reduce Patient Risk  

  

Patient care handovers 

• ลดระยะเวลาการส่งเวรไดว้นัละ  30-60 นาท/ีวนั 
• ลดระยะเวลาการท างานลง 1,095 ช่ัวโมง/ปี คดิเป็นมูลค่า 818,337.50 บาท/ปี 

5. Communication 
5.1.Effective Communication –SBAR 
5.2.Communication during patient care handovers 

6. Preventing common complication 
6.1.Preventing Pressure Ulcers 
6.2.Preventing Patient Falls 

  

Siriraj’s Patient Safety Goals 



Effective Risk and Safety Management 

• Risk Management 

– Risk identification  

– Risk Prevention 

• Safety Management 
– Incident report 
– Patient care review 
– Management & Learning 

• Risk Awareness  
• Safety Culture 



Coordinated Effort for Quality Program 

• Leadership Support 

 ผู้น ำให้กำรสนับสนุนอย่ำงไร 

• Teamwork 

 กำรท ำงำนเป็นทมีในระดับต่ำงๆเป็นอย่ำงไร 

• Integration & Coordination 

 มีกำรเช่ือมโยงประสำนงำนดเีพียงไร 

• Self assessment 

 มีกำรใช้ประโยชน์จำกกำรประเมินตนเองอย่ำงไร 

 



Implement TQA, Clinical 
tracer, RM, KM, Lean-R2R  

Stage  5 
 

Create Satety  and 
 Quality culture towards 

 sustainability 
 

2013-2015 
 

Quality assurance  for Lab/ Supporting Unit (ISO) 

สมป. 2548 และทกุ 2 ปี  

Hospital Accreditation (HA) (HA/JCIA) 

2nd HA 3rd HA สรพ. 1st HA 

10 ม.ค. 2545 6 ม.ีค. 2551 11 ม.ิย. 2547 

5th HA 

ม.ิย. 2557 

ระบบการบรหิารจดัการระดบัคณะฯ (TQA) (MUQD) 

Mahidol University 

Annually since 2005 

(MUQD/EdPEx) 

กสพท 
ม.ค. 2554 

มหาวทิยาลยัฯ 
2555 และทกุ 1 ปี  

Stage 2 
 

Develop 
 Care Process 

 
2002-2005 

Stage  3 
 

Towards 
 Quality Excellence 

 
2006-2009 

26 ก.ย. 2554 

4th HA 

Stage 4 
 

Towards Living, 
 Learinng and innovative 

 organization 
 

2010-2012 

Stage 1 
 

Develop 
 Quality System 

 
1998-2001 

Siriraj Hospital’s Journey to Quality Excellence and Sustainability  

ปี 2541 สรพ. ชกัชวนใหค้ณะฯด ำเนนิกำร
รับรองคณุภำพโรงพยำบำล 

2015 
Thailand Lean Awrds 
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Care team 
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RM 

HFE 

CoP, AAR,  
Mx review, ST 

CQI (PDCA), Q. Doc. Syst. 

Siriraj KM strategy (Link-Share-Learn) 
Empowerment evaluation 

Clinical tracer 

R2R 

Self assessment 

Siriraj Clin. Tracer Plus 

Concurrent trigger tool 
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Siriraj Hospital’s Journey to Quality Excellence and Sustainability  

Quality Tools and Standards 







Cost of Quality 

Cost of Operation 

≠ 



Cost of Quality 

• The "cost of quality" isn't the price of creating 
a quality product or service.  

• It's the cost of NOT creating a quality product 
or service the first time 

• Every time work is redone, the cost of quality 
increases 

 







COQ – It is not Free 

• Total Quality Costs are the total of the 
cost incurred by:  

– Investing in the prevention of 
nonconformance to requirements.  

– Appraising a product or service for 
conformance to requirements.  

– Failing to meet requirements. 

– Failure to meet customer satisfaction 



Traditional COQ Model 

Conformance 

• Prevention Costs  

• Appraisal Costs 

 

Non-Conformance 

• External Failure Costs 

• Internal Failure Costs  

 

 



























Lean Application in Healthcare 





5 S &Visual Management 

มาตรฐานการปฏิบัตงิานที่เป็นรูปภาพใช้ทั่วทั้งองค์กร           ต าแหน่งการวางยา อุปกรณ์ ของใช้ภายในหอผู้ป่วย/หน่วยงาน  
  



Patient Care Process 



Mortality Rate 



Gap Model of Service Quality 

Dimension of 
Service Quality 
 
1. Reliability 
2. Responsiveness 
3. Assurance 
4. Empathy 
5. Tangibles 

 

Expected 
Services 

ES 

Perceived 
Services 

PS 

GAP  

Perceived Service Quality 
 
1. Exceed Expectations   

 ES < PS 
2. Meet Expectations 
  ES = PS 
3. Not Meeting Expectations 

 ES > PS 

 

Personal Needs Past Experience Word of Mouth External Communications 



Service Quality Gaps 

Customer 
Expectations 

Management 
Perceptions  

Service 
Standards 

Service 
Delivery 

Customer 
Perceptions 

Gap 1 Gap 5 

Gap 4 

Gap 3 

Gap 2 

Service 
Excellence 

 
 
 

 

 

ความเข้าใจผู้ใช้บริการ 

ก าหนดมาตรฐาน 

ด าเนินการตามมาตรฐาน 

ส่ือสาร  
Evidence 

ความพงึพอใจ 
บริหารความคาดหวัง 



 4 Key Questions to Improve Service Quality  

Where are we 
now? 

 Current Service  
Quality 

 
 Service 

Excellence 
 
 

 

 

 

Where do we want 
to be? 

 
Defining Service  

Goals 
 

How will we get 
there? 

 
Strategy/Action  

Planning 
 

 

How will we know 
we are getting 

there? 
 
Measuring Service  

Quality 
 

 



Pareto 80:20 



Importance-Performance  
Matrix 

PERFORMANCE 

I

M

P

O

R

T

A

N

C

E 

low 

high 

high 

Overkill Low Priority 

Fix Excel 



  
1. Which of the factors that our industry takes for 

granted should be eliminated? เลกิอะไรได้บ้าง 

2. Which factors should be reduced well below the 

industry’s standard? ลดอะไรได้บ้าง 

3. Which factors should be raised well above the 

industry’s standard? เพิ่มอะไรได้บ้าง 

4. Which factors should be created that the 

industry has never offered? เร่ิมอะไรใหมไ่ด้บ้าง 

Value Innovation Questions 





การก้าวสู่องค์กรพยาบาลที่มีประสิทธิภาพสงูสดุ 
 

Steps to be  
the Highest efficient Nursing 

organization  



  Efficient Organization 
 

• Task specialization 

 

• Standardization of Performance 

 

• Centralized decisions 

• Uniform Policies 

• No duplication of functions 

• Job descriptions 

 

• Team structures 

• Reporting relationships 

• Compensation systems 

• Hiring Procedures 

• Information Practices 

• Decision – making prerogatives 

 Norms or habits 

High Performance Organization 
 

• Individual objectives aligned to the group 
objectives 

• Transparency among groups / 
information shared freely 

• Feel like “owners of the business” 

• Business strategy understood and 
accepted 

• Multiskills 

• Variances / deviations from the ideal 
process controlled 

• Interdependent roles 

 

• Support congruence (same practices, 
rewards, systems) 

• Design around human values and 
individual talents 

• Principled driven decisions 



High-Performance Work Systems 

• High-performance work system – 

 right combination of people, technology, and 
organizational structure that makes full use of 
the organization’s resources and 
opportunities in achieving its goals. 

• Each of these elements must fit well with the 
others in a smoothly functioning whole. 



Elements of a High-Performance Work System 



5 Elements of a High-Performance 
Work System 

1. Organizational structure: way organization groups its 
people into useful divisions, departments, and reporting 
relationships. 

2. Task design: determines how details of the organization’s 
necessary activities will be grouped, whether into jobs or team 
responsibilities. 

3.  People: well suited and well prepared for their jobs. 

4.  Reward systems: encourages  people to strive for 
objectives that support organization’s overall goals. 

5.  Information systems: enables sharing information widely. 

 



Outcomes of a High-Performance Work System 



10 Conditions that Contribute to 
High Performance 

1. Teams perform work. 
2. Employees participate in selection. 
3. Employees receive formal performance feedback 

and are involved in performance improvement 
process. 

4. Ongoing training is emphasized and rewarded. 
5. Employees’ rewards and compensation relate to 

company’s financial performance. 
6. Equipment, work processes and technology 

encourage maximum flexibility and interaction 
among employees 



10 Conditions that Contribute to 
High Performance  

7. Employees participate in planning changes in  
equipment, layout, and work methods. 

8. Work design allows employees to use variety of 
skills. 

9. Employees understand how their jobs 
contribute to finished product or service. 

10.Ethical behavior is encouraged. 



Thailand Quality Awards Model 



Common traits of world class organizations 

• Leadership is the key 
– Mindset : From “Good to Great” 
– Consistently tells employee about philosophy and 

common value of the organization 
– Select  the “BHAG” and  “ Get on the bus” 
– Create environment  

• Be a change agent 
• Be visible, “on the floor”,  Be a role model 
• “Walk the Talk” , full support 
• Create the system 

– Succession plan is important 
   

 
 



Common traits of world class organizations 

• Strategy 
– Focus on strength and opportunity 
– High Value product for customer 
– Innovation driven 
– Collaborate with stakeholders, experts, partner, volunteers 

• MBNQA/ TQA Criteria  
– Is a tool to improve performance 
– Is the guide of a journey to excellent 
– Self assessment device + Benchmarking 
– Is not an extra job 
– Is not the destination  
– Award is not the guarantee for long term success 

 



Common traits of world class organizations 

• Customer (stakeholder)Focus 
– Know the customers 
– Find the ways to satisfy them: product design 
– Measure 

• Staff Focus 
– Motivate employee by financial or mission driven 
– Use necessary rewards  
– Performance evaluation: pay attention to behavior desired: Teamwork, 

quality 
– Engage people: communicate, involve, respect 

• Information, Analysis, Knowledge Mgt 
– The essential to grow business toward excellence  
– What gets measured gets managed 
      



• Process Management 

– Closing gap design to fit with strategy 

– Close loop design to improve productivity 

– Integrated along value chain 

• Results 

– Look at trend and benchmark, not just one point 

– Benchmark with the best in class, across industry  

 

 

Common traits of world class organizations 






