QUAN LY CHAT LUONG:

KHOANG CACH GIUA
DOANH NGHIEP SAN XUAT
VA DICH VU Y TE

Lé Quang Thanh

PHONG NGUA TE NGA

> Khach san 5 sao no, do thiét ké chat liéu cao cip nén san
duoc |6t bang d4 granit tron bong, sang trong. Tuy nhién, do
qud tron bong, nén khi cé chat gy gidm ma sat dan dén té
nga. Giai phap la gi?

Bénh vién Tir D




PHONG NGUA TE NGA

> C6 doi cap clru tai chd san sang

PHONG NGUA TE NGA

> C6 ngudi dirng canh va nhic nhé




PHONG NGUA TE NGA

» C6 bang canh bao

PHONG NGUA TE NGA

> Gan thém Ién san nhirng chat liéu chdng tron




PHONG NGUA TE NGA

> L6t lai san bang vat liéu phu hop

PHONG NGUA TE NGA

> Thiét ké chéng tron ngay tir dau, khi xay dwng




CHAT LUQNG TRONG Y TE

Ti Ié tai bién y khoa/
bénh nhan nhap vién

T0.ChA 1 YA

N/cColorado & N/c New York
Utah (1992 data) (1984 data)

Ref: Linda T. Kohn, Janet M. Corrigan, and Molla S. Donaldson, (2000): To Err Is Human: Building a Safer Heal
System; Committee on Quality of Health Care in America, Institute of Medicine, National Academies Pr

CHAT LUONG TRONG Y TE

Nguyén nhan tai bién y khoa

Do thudc | 10%

Khong phong ngtra

cac chan thwong e

Léi chan doan 17%

L6i k§ thuat ‘ 44%

Phong ngtra dwoc

40%

Ref: Leape, Lucien, Lawthers, Am G., Brennan, Troyen A et al. (1993): Preventing Medical Injury; Qual. Rev: B
144 - 149




CHAT LUONG TRONG Y TE

> Khoang 30 [27 — 34]
bénh nhan nhap vién
c6 1 t/h tai bién

» Khoang 10 [7 - 15] t/h
tai bién tai bénh vién cé

1t/h tlr vong

10 LRRIS HUﬂmH > 50% - 70% cdc tai bién la

c6 thé phong ngira
duoc

Ref: Linda T. Kohn, Janet M. Corrigan, and Molla S. Donaldson, (2000): To Err Is Human: Building a Safer Heali
System; Committee on Quality of Health Care in America, Institute of Medicine, National Academies Pre

CHAT LUONG TRONG Y TE

T vong do tai bién y khoa
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N/c Colorado N/c New York Tirvongdo Tirvong do Tirvongdo
& Utah (1992 (1984 data) Tainangiao Ungthw vu AIDS
data) théng

Ref: Linda T. Kohn, Janet M. Corrigan, and Molla S. Donaldson, (2000): To Err Is Human: Building a Safer Heal
System; Committee on Quality of Health Care in America, Institute of Medicine, National Academies Pre:




CHAT LUONG TRONG Y TE

S t/h tir vong do thudc/nam

So véi giai doan 1983 — 1993 ting gap 2
Ref: Fact sheet — Improving Healthcare Quality, AHRQ Sept 2002

6,000

Do thudc (1993) Do tai nan lao déng (1993)

Ref: Linda T. Kohn, Janet M. Corrigan, and Molla S. Donaldson, (2000): To Err Is Human: Building a Safer He:
System; Col ittee on Quality of Health Care in America, Institute of Medicine, National Academies Pi

CHAT LUONG TRONG SAN XUAT

SO SANH CHAT LUONG SAN XUAT
CONG NGHIEP & DICH VU Y TE

Ref: (1) Linda T. Kohn, Janet M. Corrigan and
Molla S. Donaldson, (2000): To Err Is o vong do tai bién tai
Human: Building a Safer Health bénh vién/bn nhap vién . o 5%
System; Committee on Quality of N
Health Care in America, Institute of it |
Medicine, National Academies Press N . ,
Tir vong do tai nan mdy
(2) Federal Aviation Admin., Office of bav (2) 1-25E'U5 ()
System Safety (1999): Aviation Safety
Report System

Tai bién tai bénh vién/bn %
(3) RLEC Projects - June 1999 - nhdp vién (1) 3-7

Chicago, IL - Apparel manufacturers
survey

(4) www. Motorola.com L3i ctia Calvin Klein (3) : 1-5%

(5) Jones, Capers (1994): Assessment nd 1
Control of Software Risks. . s 0,
Englewood Cliffs, N.J.: Li cla Software 5 0.7 Yo

Press

L3i ctia Motorola 1992 (4) ‘ 3.4E-06 (**)

*E - 05: 1/100.000
**E - 06: 1/ 1.000.000




CHAT LUQONG TRONG SAN XUAT

SO SANH CHAT LUQNG SAN XUAT
CONG NGHIEP & DICH VY Y TE

Tai bién tai bénh
vién/bnnhap vién (4)

LGi chia Calvin Klein
(3)

L&i chia Software (2)

Léi clia Motorola 1992
(1)

SO SANH CHAT LUQONG SAN XUAT
CONG NGHIEP & DICH VY Y TE

Tir vong do tai nan may bay
(1) Tlr vong do tai bién tai
bénh vién/bn nhép vién (2)

Ref: (1) www. Motorola.com

(2) Jones, Capers. Assessment and
Control of Software Risks. Englewood
Cliffs, N.J.: Yourdon Press, 1994

(3) RLEC Projects - June 1999 - Chicago, IL
- Apparel manufacturers survey

(4) Linda T. Kohn, Janet M. Corrigan and
Molla S. Donaldson, (2000): To Err Is
Human: Building a Safer Health
System; Committee on Quality of
Health Care in America, Institute
Medicine, National Academies

Ref: (1) Federal Aviation Admin., Office of
System Safety (1999): Aviation Safety
Report System

(2) Linda T. Kohn, Janet M. Corrigan and
Molla S. Donaldson, (2000): To Err Is
Human: Building a Safer Health
System; Committee on Quality of
Health Care in America, Institute of
Medicine, National Academies




CHAT LUQ'NG SAN XUAT

McGlynn, et al (2003) (1):

The “Defect Rate ”in the technical
quality of American health care is
approximately 45%

Ti Ié khiém khuyét vé chat lwong ky ; ;
GIEIR I REE ULV CEV R Ti I1é khiem khuyét cua
san pham céng nghiép

The Harvard Malpractice Study dat 6 sigma la

(1991) (2): A A
Ti Ié tai nan (injuries) tai bénh vién 3.4 p han t”eu
la 10.000 phan triéu

Ref: (1) McGlynn, et al: The quality of health care delivered to adults in the United States. NEJM 2003; 348:

2635-2645
(2) Donald H Lloyd, JE Holsenback (2006): The Use of Six Sigma in Hralthcare Operations: Applié
and Opportunity; Academy of Healthcare Management Journal, Annual 2006

QUAN LY CHAT LUONG Y TE: KHO KHAN
> Khéng cé thei gian chuan bi (leadtime)

> Nhiéu bién so ndi tai: dién bién bénh
ly phirc tap

> Nhiéu bién s6 ngoai lai: ho'p tac cuia
bénh nhan, gia dinh; tinh trang dich
bénh

Ref: Samantha Chao (2007): Advancing Quality Improvement Research: Challenges and Opportunities; Institut
Medicine of The National Academies, The National Academies Press
e




QUAN LY CHAT LUONG Y TE: KHO KHAN

> Yéu t6 ndi tai: Sw chap nhan ctia nganh Y vé
khai niém hé théng va qui trinh chat lvong

* K&t qua diéu tri phu thudc vao tai nang va dirc dd cliia ngudi bac si ??
* Bac si/ Nhan vién Y té kiém soat chat lwong 2??

* Ngu¢i tho thu cong
trwdre TK XIX cling
kiém soat hoan toan
hé théng chat lwong

* Gilra TK XX: Két qua diéu tri phu
thudc vao tai ning va dirc do ctia
ngudi bac si. Bac si, NVYT (yéu td ca
nhan) kiém soat chat lwong
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CHAT LUONG Y TE & CHAT LUQO'NG SAN XUAT

s Chat Iwong la két qua cua mot hé thong

SU PHAT TRIEN CUA QUAN LY CHAT LUQNG SAN XUAT

Mtrc &6
cai thién

Rate of
Improvement @
Kiém soat Process
Kiém soat In-process -
thong ké Statistical Design for Manu. (DFM)
sudt qua trinh Confrols

< In-process Controls >
Quality Control KCS
< In-line Inspection >

-
Lt

Effectiveness

Medieval 1920s 1960s
times
Time line

FIGURE 1-2. Performance control methods.

Ref: Praveen Gupta (2004): Six Sigma Business Scorecard: Ensuring Performance for Profit, McGraw Hill
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SU PHAT TRIEN CUA QUAN LY CHAT LUONG Y TE

Hé théng
Tin cay

& An toan
Ngwe&i Bénh

Cai tién
Qui trinh
Quan ly
Chat lwong
Pam bao Toan dién
= = Chét lwong
Kiem soat
A QA
Ho so
Bénh an

1980 2010

m €6 phn ung cha dong

Ref: Paul vanOstenberg (2011): Looking back, looking forward: is the quality and patient safety cup half full'o;
empty; 10" Hospital Management Asia 2011, Singapore

QUAN LY CHAT LUONG Y TE: KHO KHAN

Yéu t6 noi tai: Sw chap nhan cua nganh Y vé khai niém hé thong va
qui trinh chat lvong

Henry Ford (1922)

“The same kind of management which permits a factory to give the fullest
service will permit a hospital to give the fullest service, and at a price so low as
to be within the reach of everyone"

“ Cach quan ly tirng gitp cho céc xi nghiép cung cap
tron ven céac dich vu, néu duwoc 4p dung vao quan Iy
BV sé gilip BV cung cép tron ven cac dich vu, voi gia
thanh thap phu hop cho moi ngudi”

Ref: Ford, Henry, and Crowther, Samuel. 1922. My Life and Work. New York: Doubleday, Page & Compat y
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QUAN LY CHAT LUONG Y TE: KHO KHAN

Yéu t6 noi tai: Sw chap nhan ctua nganh Y vé khai niém hé thong va
qui trinh chat lvong
Henry Ford (1922)

"In the ordinary hospital the nurses must make many useless steps. More of
their time is spent in walking than in caring for the patient. This hospital is
designed to save steps. ...just as in the factories we have tried to eliminate
the necessity for waste motion, so have we also tried to eliminate waste
motion in the hospital"

“ Trong BV, diéu dwdng da phai thwe hién nhiéu di
chuyen vd ich. Ho tén nhiéu thoi glan cho viéc di
chuyen hon 1a d& cham sé6c BN. BV nay duoc thiét ké
dé tiét kiém viéc di chuyén....nhw cac xi nghiép da thue
hién de loai bé cac di chuyen khong hop ly, chung toi
cb gang loai bd cac di chuyén khéng hop Iy trong BV

Ref: Ford, Henry, and Crowther, Samuel. 1922. My Life and Work. New York: Doubleday, Page & C‘

QUAN LY CHAT LUONG Y TE: KHO KHAN

Yéu td noi tai: Sw chap nhan ctia nganh Y vé khai niém hé thong va
qui trinh chat lvong

Norwood Edwin (1931)

It is simply a matter of transferring those precision methods,
so well established in the Ford shops, into hospital work™ .

“ Chi don glan la Chuyen nhirng phuo’ng phap
rat chinh xac da dwoc ap dung trong cac xwéng
san xuat cia Ford vao BV”

Ref: Norwood, Edwin P. 1931. Ford: Men and Methods. Garden City, NY: Doubleday, Doran & Com‘
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QUAN LY CHAT LUONG Y TE: KHO KHAN

Yéu t6 noi tai: Sw chap nhan cia nganh Y vé khai niém hé thong va
qui trinh chat lwong

Rene T Domingo:

> Mét trong nhirng nganh khé déi maéi nhéat |a nganh cham soéc
strc khoé, dac biét 1a bénh vién. Trong khi cac nganh san xuét
va dich vu khac nhw hang khoéng, khach san, ngan hang, tw déi
mé&i dé co thé cung cap dich vu tét hon, chat lwgng hon; thi
nganh y da khdng c6 nhirng thay dbi can ban dé co thé thoa
man khach hang.

» Phwong thirc quan Iy BV khong thay ddi kip véi TTB hién dai
va cac ky thuat tan tién tai BV. Chat Iu’cyng phuc \C da cham

hon so v&i chat lwong ‘phan cieng’ va ‘phan mém’ cta BV
Ref: Rene T. Domingo (2003): Leadership & Change Management in Hospitals, Business Man:

QUAN LY CHAT LUONG Y TE: BDE NGHI

Hoc cach quan ly cta cac nganh khac: san xuat — dich vu
(khach san, ngan hang...)

Henry Ford (1863 — 1947); Frederick
Winslow Taylor (1856 — 1915):

- Phan tich qua trinh kham chira bénh
thanh nhirng qui trinh 1am sang chuan —
Huan luyén:

= CLINICAL PATHWAY- CASE
MANAGEMENT PROGRAM

: ~ S ‘
» l{:'! \ L "." :
;;iu.u.lm Lﬂ;nzgnml
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QUAN LY CHAT LUONG Y TE: DE NGHI

Hoc héi cach quan ly ctia cac
Improving nganh khac: san xuat (xe ho'i)
Healthcare Using — dich vu (kh&ch san, ngan
Toyota Lean

Production héng.-.)
Methods

46 Steps for Improvement

Second Edition

Roten Chaic *Toyota Production Method
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1211 1009080706 54321 .55
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QUAN LY CHAT LUONG Y TE: BDE NGHI

CLINICAL PATHWAY

* Cac qui trinh dieu tri CASE MANAGEMENT PROGRAM

c6 thé thay ddi theo

||:épu'm |Ng§}' thi 1 |Ng§)' thir |Ng§)' thitd [Neaythird |Ngay thirs
N N Y PR . N . A e s
tinh trang tirng bénh R SOl RN i il R e
h ~ = 5 lehar. VS)mdi 4 miovakhi  |md , i fndi 4 gigvalhi
nhan khong~ b
lig v iz

ruvin
|- Phbng nzis

« Kinh nghiém san xuét

xe Maserati: hang ndm S S e
c6 70.000 xe dwoc san i :
xuat trén mot qui trinh
tiéu chuan, nhung
khac nhau theo yéu

cau khéach hang
(customize)
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QUAN LY CHAT LUONG Y TE: DE NGHI

W. Edwards 14 diém chdt lwg'ng theo Deming

Deming
(1900 — 1993)

2. Chat lwong la triét ly. Trach nhiém
thuéc vé nha quan ly.

Scott' Young (Kaiser’ s Care Management Institute)(1)

Y Te: Team Based Care

3. Chat lwgng ngay lic bat dau
khong phai de¢i khi kiem tra

Qui Trinh [am sang (Clinical pathway,
Case Management Program)

Ref: Samantha Chao (2007): Advancing Quality Improvement Research: Challenges and Opportunities, Institute of
Medicine of The National Academies, The National Academies Press
i () Ref: Hinh trich tir Prophet of Quality, Pat Oliphant

QUAN LY CHAT LUONG Y TE: DE NGHI

Upper Control Limit

Armand
Average V. Feigenbaum
(1922 -)

Variable

Lower Control Limit

« Kiém soat chéat lwong toan dién (TQC): Dung théng ké

.Y té: Po lwdng & danh gia chat lwong & bao cao
chat lwong dinh ky
Y hoc chirng ctr (Evidence Based Medici

16



QUAN LY CHAT LUONG Y TE: DE NGHI

Hoc héi cach quan ly cua cac nganh khac: san xuat (xe
hoi) — dich vu (khach san, ngan hang...)

NASA néu ‘bang chirng’ vé nguyén
nhan gdy ra thdm hoa phi thuyén
Challenger (1986)

* D esign: Thiét ké

* E quipment: Thiét bij

* P rocedures: Hé thdng qui trinh

* O perators: Con nguoi van hanh

* S upplies and materials: Nguyén liéu

- E nvironment: Méi truong (5)
(Depose: Bang chirng)

Ref: Perrow Charles (1984): Normal Accidents, Basic Book, New York

QUAN LY CHAT LUONG Y TE: DE NGHI

5. Méi trwong lam viéc

c6 thé anh huwéng téi:

T n Lt x L

&rﬁ?i%t * Tam —sinh ly va hiéu
bi . suat clia con nguo'i

* Twong tac giilra
Ngwoi — Nguoi

* Twong tac giilra
Hiéu qua cong viéc Nguwoi — Thiét bi

Ref: David A Novis, Georges Konstantakos: Reducing Errors in the Practices of Pathology and Laboratory
+... AnIndustrial Approach, Pathology Patterns Reviews, Am J Clin Pathol 2006;126(Suppl 1):530-535
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.....Thay 1&i két.....

* Knowing is not enough; We must apply

Willing is not enough; We must do

* Biét khéng chwa du - Phai dp dung

Mudn khdng chwa dl - Phai thuc hién
Johann Wolfgang von Goethe (1749 -1832)

CHAN THANH
CAM O'N
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