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Enhancing TRUST

N Healthcare
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1.2 | Enhancing TRUST in Healthcare: The Global

Perspective
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1.2.2 WHAT: TRUST in Healthcare @fryoeiols?
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fimImounsnansAnEAina 291 “Healthcare is a setting which is
characterized by uncertainty and an element of risk regarding the com-

petence and intentions of the practitioner on whom the patient is reliant”
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ﬁ]’mﬂ’nuvl,’?malﬂm:uuu%miqmmwﬁa@aa &334 (1) Patients less likely
to follow treatment plans., (2) Patients more likely to decline critical
vaccinations for themselves or children., (3) People less likely to follow

medical advice for lifestyle and family planning issues.

1.2.3 WHY: Ingladbinaana: Declining Trust in Healthcare?
Trust in healthcare is declining. Some sobering facts from
the NEJM and the NY Times: “In 1966, more than three-fourths of
Americans had great confidence in medical leaders; today, only 34 percent

do. Compared with people in other developed countries, Americans are

1

the Harvard professor and Director of the Trust Initiative of Harvard School of Public Health
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considerably less likely to trust doctors, and only a quarter express
confidence in the health system. During some recent disease outbreaks,
less than one-third of Americans said they trusted public health officials
fo share complete and accurate information. Only 14 percent trust the
federal government to do what'’s right most of the time.”

anutinala ﬁy'ﬂuéffaqﬂﬂaLLazs:uuuu%miqmmwﬁLLmIﬁm@m
Taosuinmsiasuudasognstaanlu I a.a. 1999 nisandnig
LNEILLNY ﬁﬁdﬁa%a To Err is Human: building a safer health system G'fild
ﬁmm‘]@LNﬂij’agaL‘%f'aamwvl,ajﬂaa@ffﬂmﬂmﬁnmwmma‘luﬂnmﬂ
anigauimga e sy iih ﬂluﬂszLﬂﬂaﬁ%fgaLu%ﬂﬁ 44,000 - 98,000
audol) 1FuF3alulssweunaann medical errors fisnansailasiwld &
sulngjiialunediheingd Kesdauszunungdfmaanidu laons
gfy,L‘é'mﬁaﬂd’nﬁﬂﬁlﬁ@mis@i’ﬂ%ﬁhULﬁ'w"'ﬁu 170 - 290 MWLHILYRIFAOL
uiFefgayFaunnidldine Aemsgadvanulinselusunuinig
JUNIWIINL =TI T SavlfiAamstiugn LLa:miLﬂEﬁ;sJuLLaJadﬂ%ﬂmgﬁy'a
luﬂszLﬂﬂaﬁ%'gaLu%ml,l,a:ﬁ"ﬂaﬂ TunsTuedandsziiuanutasais
lugfin (patient safety) iianannwlidaaasfiflasiule (preventable
harms) TIWAsAMUNENANES (errors) AlamaAadu drom3ldaa
fdnlunsiawszuuinnnhdyans Lﬁaamﬂi’]aﬁmﬁaﬁwﬁmaawﬁﬁ
(human factors) ﬁLLﬁﬁmm&jaﬁuuammmﬁa’[ums@ waSnsanlduan
praifindafianaald dotu maNawszuy Saduisidyidasmitets
mulduuifia “Errors can be prevented by designing systems that make
it hard for people to do the wrong thing and easy for people to do the
right thing” %dnavl,ﬂﬁ%wﬁrylumiﬁ@umizuu AaM VAU ILAW (quality
improvement) LLazmifiT@mﬂﬁﬁqmmw (quality management) nliiia
MIHENTUMITULAR U516 patient safety vihgnnnsdseguasiam
asdmsamsTalan (World Health Assembly) a5a7 55 1ul .. 2002 @91
uidnyi3as Quality of care: patient safety lasgjsiulitszmasandn
Lﬁumméﬁtyﬁm%im patient safety UAZETI9IAUDITUADANIWLAZAL

ilaaany (safety and quality culture)
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1.2.4 wansa1sopiSopAuiBolunus:pIsudcdoanuwenuianlidsums
Susop HA

F0NIUTUTOIN N INIDIUNEILNG (2IAN1INATU) l@davinuuy
?’mnaauvl,aﬁl,ﬁ'aﬂsuﬁumwm%aﬁumaag&f%fuu%msﬁﬁ@iaanmmaﬁ
lesumsSuses HA ({Anuan 2562) I@Uﬁgmaun§usawﬁa§u 3,669 118
270 1,011 159WeIua

Aneuuuuseumadwnwandslosas 70.9 ongaglugig 21-40 T
Jovaz 67.1 AnmluszdulSynveutSaya Jovas 83.6 lududninis
Snw Wudenusvausasas 42.2 Uanadiogas 30.9 &ndT1TNY/
SAmwiatena 24.4 uazhug Souaz 2.4

A LULLROUINNALALLALI TAMURNNEVRINTI R TN AL HA
Jawaz 53.2 waniiuualiiiiifieazls Jovaz 9.8 uazldinoiAuuazlay
anuvang Jauas 37.0 Wanwfsenuideiin Q@amn&uaaunnmﬁaﬁﬂu
Tsswenunafidiunssuses HA $ouas 83.2 linsuinlsswenunatiudim
mM35U509 HA wioli fauay 15.2 uazlidaduluudns Souas 1.6

mjwﬁ"l,m"‘fi'aﬁu anuFuiinutes de Uszanaudslimansoduda
"L@Tﬁw%miﬁﬁqmmwﬁa WHANTINATUIAITI ML ANNTRY wae
Isawmmaﬁnmuqmmwmwwzmaﬁ {IN. zaNUszLiin

Talguaunzlasminvaanngy fa lithdlalunmstawgmunwn
2asl59menuna ®3w.msUszanduiug HA Tdinnnilielvszanan
Whlaimssuses HA Aeesls msﬁwmqmmwﬁadﬁmﬂﬂd@ial,ﬁadvl&i
LﬁuLL@iLanmiu,@i@Tadﬁﬂﬁl,ﬁ@Naé’wﬁ‘ﬁ'ﬂi:m"ﬁummsn%'uiu,a:ﬁuﬁavl,@i”

39 LAZNIIGNRWINTUYDIR DTN mmamﬂﬁm mgmmunﬂéfm
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1.2.5 HOW: D: Enhancing trust in healthcare o&wlsd?

=2 A . A o o A o & &
FINNIIANBWILIBS Trust in healthcare NULIUNRIAYNADIATIIEN

She

3
1) Individual trust Uszmaundaanldazlinelaifenldusng
FUNN T,@mﬁmsmﬂnﬂﬁaqﬂﬂamnn’haoﬁniﬁ%aizuu é’aﬁf'uqm’éuﬁu
ﬁnﬂﬂuﬁamﬁ”ﬁdﬁa msﬁwﬁuﬁmmaaLﬂiaa%ﬁaﬂ’n;Jvlf?a"mslﬁ]i:wmqﬂﬂa
GRIMEGED
2) Critical performance of behavior in building trust in health-
care 3NM381379 a8 Edelman Trust Barometer ¥ 2016 Wu4n 3 dudy
wsniiszmaulianuidguazasviowininari igideanylinge
@iaamuwmmaua:szuuu‘%miqmmwmnvlaiﬁmimas:uuﬁa@"nLﬁu
malifdsingaw ldun (1) matnmanuduuasdayavassihe (protects
consumer data) Y0882 86, (2) mﬁuﬂizﬁuqmmwhm‘sgLL&%ﬂm
(ensures quality contol) 388az 85, uaz (3) ANuLAaaNBUBIHIBUAE

tyﬁa (keep me and my family safe) Jouas 81

Trust-Building Behaviors:
Data, Quality and Safety are Critical; Biggest
Opportunities in Sustainable Business Practices,

Leadership and Transparency
Importance vs. performance of behavior in building trust in a healthcare company

% % Gap
Importance Performance
Protects consumer data 86 68 18
Ensures quality control 85 66 19
Keeps me and my family safe 81 66 15
Is transparent in reporting progress on company's social responsibilities 80 56 24
Makes my life easier 80 65 15
Embraces sustainable business practices 80 58 22
Has leadership that effectively represents the interests of all stakeholders 79 57 22
Supports local charities and good causes 75 56 19
Develops intellectual property 74 61 13
Makes me feel connected to something bigger 70 53 17

i 3 dayaainnisdisagaiitszaaulianudndyuarinainligdsnnnuldanclasesniu

WENLNALAYTTULUTNNI4INN Edelman Trust Barometer (2016)
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mn*ﬂ’agaﬁonén’é&ﬁamuwmmamw‘hLﬁumﬂﬁlaﬁwuazﬁﬁia
Vlis’f}qmm"l'?’mlwaaﬂizmﬂiu@iaamuwmmaLLa:szuuu‘%msqmmw
ﬁamimaizuumnﬁwﬁdﬁagami%'ﬂmmmﬁuLLa:s:uummumﬂﬁﬁ
Usgdntmwpaslssmea wilunnaufiweindayanisimseulal
33 Trust in healthcare lungudzmrudzimasmizaain Suau
4,017 a1 WUILNBUTBHRT 90 danulinalafiazianZassnuaslseia
gane Wiuuwng i dududunils Sannnninflezianveuluasauasa
HefinagnranuinlifisTosas 60 (Rock Health/Torunar) Taguanainii
amuwmmamﬂ“ﬁﬂavl,ﬂLm:m%'adﬁaiunﬁiﬁwmqmmwu‘%ﬂwﬂuﬁa
e8! LﬁaLilumia%ﬁwé’ﬂﬂszﬁuqmmwﬁmsﬁmuaulﬁﬁu KIuuuiIng
wazaanudulaliiuyszanan I@]m'%aammﬂaa@ﬁwaa@ﬂw 1w
fdquawdidguaziduanumenivasaulduazdszmaugiuginig
NNAL (expected quality) Samun BILNRAIT AN A YLAZINITZU
Watlasiuanulivasadofidosiule LW?’]:Lf}aLﬁ@]m@!ﬂ’ﬁmﬂL&iﬁd
UrzasAdaanutaenisvesfihouaz g @annizuiunmsinsmne s
Tuamuwenas szssnansznuiianulinesesdihouasdszmou
aaad lagifoifiguszninanansdninnuiuanumendsvesdssmmn
T 3 dszdudonann Sl lomawamnsnunn Gadluanurmosassnis
wenunafiziadduanuimEas “1sianile Enhancing Trust in
Healthcare”

3) Medical properties trust focus on the most critical
components of healthcare delivery LI1UN33a8dAUANNEAYVBITZUY
u’%msqmmwﬁﬁaam‘?ﬂammvl*?’mslﬁ] laswuin Acute care in hospitals
1Lz Emergency room ﬁau%msqmmwE%’]é’fyﬁﬁaanﬁmm"h”mﬂaLﬂu
Suduniis LﬁaaﬁnﬂamumsrﬁuamamaamsgLL@%ﬂmEﬂ/n’n:q‘,mﬁu
@99 a”auﬁm’mLﬁyagaLLazﬂaﬁuﬂﬂLLuuau Snnadasminnuasilu
MIQUATNHIWELNS é’a&ummﬂ?ﬂai:uuﬁﬁﬂﬁé’lﬁua:;ﬁuu’%msﬁmm
ﬁu’taluﬂszmumiﬁﬁqmmwLLazmmﬂaa@ﬁa%aﬁmméwﬁmazmﬁa

4) Relationships in healthcare m3a9anuinslaluszuy

u’%msqmmw 0901 F AN UFUNUTUINIDIANILAZITZUY UIenauaae
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3 89AUsznaunan lawd The state, Healthcare practioners, Patient and
public Taeutisifln 2 seduanuduiug oot

(4.1) 320U micro level M3aF9any Hnslaluanuduiuiseay
fanyaaa serianldfivunnd, uwndfivunng, LLWﬂﬁﬁ‘]JeJ“E’]%WéuS],
qﬂmmmammwwﬁﬁu@’u’%mi, s’mﬁoﬂu"l,ﬁﬁuﬁu%miaaﬁm

(4.2) 5£aU macro level Miasanulinslaluanusunusszau
MANTEITPUY senivanld Q@ Ussmauwlasdsny NULNNSuas
UARIMNINUNMIUNNG UNIWTIN Tendevatanld gid dsemouuas
FIANALITULLIMINTIIUGY WATIZRIILANININIEITIIUFY

szuuu'%mimmimqm
Providers/practitioners

_— A

Trust (organizational)

Managers/commissioners/regulators Trust (interpersonal)

™~

Trust (institutional)

v

Public/patients/carers

m‘wﬁ 4 Framing trust relationships in healthcare (Calnan and Rowe : 2006).

aoun 1 Enhancing TRUST in Healthcare




1.3 | TRUST in Organization

maasea linslaluasdng (trust in organization) Sannaudamy
aaiwﬁd@iamiﬁum‘é’auaaﬁmvl,ﬂgh,ﬂmmﬂﬁﬁwu@"ﬁimﬁu i
mimmﬂﬂmwvl,’h"a’msla]é‘ﬁoﬁ'ul,l,a:ﬁumamunmzé’ﬂuaaﬁm vuilave
RANNAVN A AIANTTNANIANRWAING UTzaUANUEITY H98% uas
sadanulineladindnganalinsevesyananisuandeasdng lag
anulslavesfiaudaadding FURUWEIUNNIFINWEN B8 I896ANT
Twagluladan
U U
asuu mambiiiaanulindeewigeaamnimoluasdniuas
mMIssaInnINinlinsle dasandaainuiuialunssisuaznisasie
YU Fadunssgiwenudilalunmssianalingauiulas
N30 UUIAM The ABCD Trust Model
A: Able (demonstrate competence) aoﬁéﬁﬁmﬁ%aﬁ”’mm’mvkﬂﬁ]
nanelulaznonanaIanIiinetn e dasusasliininasdnIuazamln
[ a o o d' % @
a9dnINFNaNIWlNIITIN% smmmatmuf'l,@mﬂ
o MIHAAWTNIALERIUAT NN (get quality result)
. . da X M.
° Lmi'JnJUWM’]\‘lG] MAeUuldss (resolve problems)
% £% d' o 6 .
o Wanvnueisyuasnuluaiding (develop skills)
o mINIDMTINMEE9Y ﬁ?ﬂLMﬁaQﬁu (use skills to assist others)
o larhaslasziinanuiidniafifiga (be good or be the best
at what you do)
a & A & .
o NiszrumInibaziNulseauNIDLRND (get experience)
B: Believable (act with integrity) 896n3ULazAKIKEIANTADS
UrenpfaunliauduuazFinuidatio sransvinauaend integrity a9i
o dasianudulanarsnwanudulalunisinauwasasdns
wazAWluaIAnT (keep confidence)
o LialTaRawaalNaluaIAnILazawlnasanIdaInsas
#au5U (admit when you're wrong) uaz liidaduisadla g lag

lsifidanasaudu (be nonjudgmental)
U
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parnsuazauluasdnsdasuansliidindinnudosasuas
ANnNasIla (be honest and sincere)
psgnmuazauluasdnsliing@nssummadundaimesuss
#U89fN3a% (don't talk behind backs)

& & @ v A ads o
Q\‘iﬂﬂiLLﬂzﬂuSL%a\‘lﬂﬂiﬁ 2JLAIN LLﬂzFL‘V\ LNEIGDINULLRENY

(show respect)

C: Connected (care about others) p9AnIuazAnluaIAns dall

MIFTHANVFUNUTNAGDNY AaIANTIULAZFIAN LNTIZANNRUNUS

dlnl o 1 3 d' % ng: 6 % dq/
fdilganalindadimunsasiisldnimeluasdns dadt

Fosfim3suileiia (isten well)
ﬁaaﬁn’ﬁ%uma‘mﬁ@Q’é‘mmzﬁ‘hmm (praise others)
lﬁmmauslﬁflm,%‘awadﬁﬁug’immﬂﬂﬁuLLaﬂLﬂ&;ﬂuL‘%adi’n
284189 IUMITFINIANMNUFUAUT (show interest in others
and share about yourself)
ﬁwms’wﬁu;jﬁulﬁﬁﬁwmmﬂuﬁﬂﬂﬁ (work well with
others)

LLammmLﬁuamﬁuslﬁ]uauﬁﬂﬁ]gﬁu (show empathy for

others)

D: Dependable (maintain reliability) ﬂ’]‘iﬁ’ﬂﬁlﬁ@m'ﬁﬂdagﬁ’m

oA A v oA s A o @ o = o P
anudefialdadvdaifteadwtossanuazihindeanulinedan

6 6 ava o X
ammuamﬂuammmﬂgu@1 A

ﬁﬂ%‘%a@lﬂadédlﬂi’fﬁmﬁﬂﬁ (do what you say, you'll do)
Ihanuianlunmsine assdalia waziwaa (be timely)
flenusuAaTouLazaeURHEIRaFIR ldn YT RALAE IO
(be responsive and accoutable)

RINIALIHITANT IS (be organized)
ﬁmwmj%auauaumuau (be consistent)

= a oA
ANITLIUNTIAAANGADLUDY (follow up)
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6 1 [l o & L3 v v v
nnasdnsliltamzaniunsaindudesaianulindald

a g 6 v o dl 3 6 2 I 2’,
LARTWlaIanT wazsIdInun inslassdans laodaailuainuaslaann

nnaulumaihllganulin

msaswANUIIWIDIuusSMsauMmwlaganuwenuialon

aa v A v a

¥ [ & 6 )
1) N19&3919 brand ﬁx‘lﬂ&lq@@ﬁ]ﬂﬂuNUiIﬂﬂLﬂ%gl%ﬂﬂﬂ’]d TAIN

u

uazANUTIaITaINMIReaIaninenin Egﬂﬂ AUUIN NIFOENINURIAY

aunTarin lalasasilaslidassinuaunans (o Fandamu) wlauluada

#1994 N13FRNT brand FeanasaviniduaslasFuanldinakaguin a1y

W brand afiFiauasfiamendoinlainetu lugaflanfiduadeiulan

v k3 e s z
LRA AW Ta W LN BN

N138319 brand Wﬁ%ﬁmmzﬁqmﬁﬂ 13397N

mMyhuiuinuaenuBauazanuaa inlusedesd brand i
brand Asfiyuveddadiauadnls ithnanuves brand deazls
wazenfguiinuluasdnsimuaiiniuieszaunnuiaaa
\Hofiflda brand Aeals
rhﬂﬂa@fqmmmﬁhﬁmumimzﬁwaaaaﬁm LT N3N
ﬂaqﬂﬁ nIAaLRantA3IaL18ANNIINAe N1ILTHIIANY
FuusAULAS a1y MIFoMIeIARLAZ 589319209 brand Hw
TaIN19619 9 aeIldsz®nTAIw wazMITaLSMIRAoUEUed
AAANUANARIIVDIRIAY
naanaaumMInseyniiAaduiwusssnesdng ﬁa:ﬁauqﬂaﬂ
(personality) Las 8aaNaL (identity) Va9 brand ﬁﬁaﬂu%fuf'l,éf
mMsa9La3a brand Afllszann e tedatiiosasyinly brand
1779 uazazvinlé brand
santnifenlpsanesdniuitessnee g ufsesldine §ms
Usuihh uasdsadnuolfidaion

dud3an 3334 uasthianaliossadodsanled ludassnni
brand ﬁmﬂu@%m"m@

WaninedamsTUNILROIRZ DU aa@”m%fuu’%mi
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- FATnUSUTRAaUMIMLSMI M EeAAREINUANNABINITVD
AunSuuimslaiduedned
- Imydiinaunldsils auidaaing uwazassla
o a A AN s
- SuReraudafinlarasvaanll
- AN NRELENE AILFWAIIN
ﬁ'm%fuu%msqmmw NANNIANENVY Edelman wWissininmsaasns
Sasmabunaluladrugelna g anlgluninanemaunng aztoiaia
v 1 tﬂl =1 v dld 1
F9nNNUanauaz lislanida brand
2) NSHABINIAIAK BaNLtREBIINNITNAUIANLATNY B
UARNINNMINNENFaTUNIAN 619 9 VLﬁ@ﬁﬁLﬁumimwé'ngm

Aada o o o v Ao aa o o a X .
ﬂﬂ@m&lﬂ’]iwwu’mﬂ@lUm@]lll,l,a’s Nﬂﬂ‘]ﬂ’z‘ﬂNﬂ')’]&la’]ﬂmu&nﬂﬂdmuuazu’]

anwummﬂumwﬁwaamsﬁ@umqﬂmnﬂuqﬂﬁﬁlﬂ fio

2.1) ﬁﬂﬂﬂ%ﬂﬁiﬁﬂ%ﬁﬁﬂ%ﬁ 9 ARDATIA IINAMNNINTDEN
FIAIVAIINLINTNIINSTEANE AN Twre NS nNNIUI9
Weasnadansdsznavdminldiduszozinasuaidos g mIldananw
ﬁﬁ]:ﬁwﬁﬁamml,adl,mzﬁwmﬁnmeme] 28190 0L HaIRRINNSUUID
- y . 2 X . o 2
Pyanldus? Jelianudagainidiin luiaﬂqﬂﬂaﬁ;uu CESINGAL]

s =4 =1 v o Qs = v e £ tﬂl =%

sondunsdnsRelvanusdnuacinduliindnwinouldinnwe
wianida lWltdaldnaeadia dasraneewadt laud (1) m9ide
(2) MIIAMIANNJ (3) MIFTHIWIANTIH (4) MIFUABANN LAz TaYAANI 9
1 4 o v al'. di A = [ di A s
Hwlanaa bail Lm:mianwagawmmanaﬂuvl,ummanaaaﬂmnﬂu
(5) M3Fu3TIMAY artificial intelligence (Al) lasidnlanisgaiduuaz
lasnavad Al

uanmnrml%uuflﬂmwUqﬂﬂauéh ﬂ'm’%ﬂuﬁifal,ﬁ@@uvl,@ﬂmzﬁu
ANINULAZIZAVUBIANTAIY DULT URINIDIWNLIUIANIITZUULNG
sivsuuliiiansSouiludnwusiifniu dradagu (1) maSeuinn
mydfiaa3aluanwae inter-professional education (IPE) luanniiums
= = 6] 2 6 o . .
anwn u,azmil,mug”l,ugmmﬂm sldannunInidiaad (simulation center)

v =y =) { =) lg

lugaruweuia (2) mn‘%mugmnmmiqmmwmaﬁmmmu’l,uamu

WENLNA WiaIadilonanwoiiadd 9 15% HINTINNLNIK MINNTBL
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MIAATIANIANT MTIeTzRangIInvaddym Lﬁiaﬁﬂﬂgjmm
dhlalusanumsnifiAndwasouaznswamiuaeufitiuy s insuauas
UL ANTMWVDINIZTUIUITY

2.2) vinmelumsiouazmsaosns maisiaas msﬂaﬁ%mmmﬁﬂa
flanwasy agiuilnin "L;iwmmumuqu 1L drudinny nIadadu
ﬁaﬁmmaaﬁwé’avlﬁﬁuag miﬁa‘ﬁ'ﬁa:“ﬁ’;ﬂ’[ﬁqﬂmmmaﬂﬁuwwz‘]’%'ujfua:
wnlaluanununs AUK9R9IR LazdaNEne Y ﬁ;ﬁﬂ’smmzmam%
fdemsFuthelunseil msﬂaazmL’ﬂ@lﬁ)@ﬁﬂ%@lﬁ&jaﬁuﬁﬁ]:ﬁwuwuma
waztiowiegihe axtisliuaaniminisunndiasdanuimaanin
wazAmmauauieng g lulglumsausgiholdatnedimeigiga

msfessfiddszinmwilunng s dyrasnsasnnaly
MnshninyaanImimaunngaugiouazand myaes s ugs
sudlunsluusmsfassmelufivnuvessmunsnunaiesis lfiions
Sausnsfimaasulsra i LLaﬂuLLdﬂ’]iéaﬂ’liiz‘ﬂ’i’l\‘l‘i_qlﬂa’m‘i'ﬂ’]d
maunwndnugtha/msauai elfAansysuanudhlauszanuaands
il ludenadonin duaztoaalamafioziindeslesTastuie
wamﬁnmvl,;il,ﬂu"l,ﬂmwﬁgﬂamm:ﬂiam%’smwﬁ'&

(2.3) mInawInIguadisauenlaldgagdias anaia
M artificial intelligence (Al) ftllwliognesaasa szl
awmAadulnd AenRaeiifadslinuazniunumsinmldgnaasusing
niwysd LLdéaﬁm‘%aﬁniﬁavl,&immmmLquﬁanuu‘%ﬂwsmaawHﬂﬁ
fifa myguadizaualalénani@fias (empathic care) Fati
gowWENLamINTaRa M sE v uluddilled naziuaaudsves

' a 12

3 & a A [y \ &
ﬂdﬂﬂiLLaZﬁ]zLﬂ%ﬁdﬂ“ﬁﬁElLﬂillﬁi’]\‘]ﬂ']"lllvb'n\‘llﬁ]@ﬂaﬂﬂﬂ§1%5$ﬂ$ﬂ']’3
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a =S

13890 @A TuA I NEn I TUIUTRI0 WA IWIDIUNDIUS

AIANITURITH) TAWAIWIT I LN RTURBUNNTALAA 8N Lald
q a
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AIYANAT UazWIaN 9 NUIUATIEFILEINEDY integrity 68 A Spiritual

Healthcare Appreciation (SHA) las SHA ﬂzaﬁua%umsﬁwmu“&l&lad

vadyannINiidaqmarvasiiauaznuivhey hlauwiRaiugiusas

'
a aa A a

miﬁ%mrymﬂmw fia MIuANNIN m’]mmm’mgm’l aNNUNINWIa
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AU LAY in Lﬁam’%uai’w%qﬂumsﬁw’m duihlugns
ﬁ@umm:mumuu‘%msﬁ@LLaQﬂ'aﬂﬂiamquﬁy‘a ‘@’ uay 14" fitatie
ﬁnﬁﬂ%mwLflumwﬁl,l,azmmmwﬁfwaa;jﬂamm:mamﬁa URZAING
La%wmmé'wﬁufﬁﬁsmﬁaQ‘Lﬁu%miﬁug%fuu%mi

luszaud §ia SHA azadiuayunsdufiunssiuszuunsh ms
TWNAYNT UAZNIEITAIUDTINGIANT ﬁ%ﬁwmama:ﬁ%ﬂﬁﬁ’amwao
UAAINT s‘f}wzLLﬂaaaaﬂmLﬂugﬂﬁiumu (1) Aanssuasssumaivla
muludivaigaans (inner life) Lﬁalﬁﬁquﬂmmﬁﬁw 2) MLfy
mwvl,wiams%’uj’uamauauaammﬁaamwaag}Tﬂamm:mam%
(3) MBI TAENFNIRTIRITIISNT (4) miﬁ'@umm:mumiguaﬁ
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1.5 | TRUST Your Soul
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“Trust is more important than love because you cannot always trust the

one you love, but you can always love the one you trust.”
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2.1 | Quality 1.0 Process Compliance
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2.2 | Quality 2.0 System Perspective
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The 8 Wastes are eight types of process obstacles that get in the way of providing value to the customer.

O 0

Defects Overproduction Waiting Non-utilized Talent
Efforts caused by Production thatis more ~ Wasted time waiting Underutilizing people's
rework, scrap, and than needed or for the next step talents, skills, &

incorrect information. before it is needed. in a process. knowledge.

Transportation Inventory Motion Extra-Processing
Unnecessary Excess products and Unnecessary More work or higher
movements of materials not being movements by quality than is required

products & materials. processed. people (e.g., walking). by the customer.
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Solving the Health Care Problem

e The fundamental goal and purpose of health care is to deliver high and
improving value for patients

Value = Health outcomes that matter to patients
Costs of delivering these outcomes

e Delivering high value health care is the definition of success
e Value is the only goal that can unite the interests of all system participants

1
Organize into
Integrated
Practice Units
(IPUs)

5 2
Expand Measure
Geographic Outcomes and
Reach Cost For Every

Patient

3
Move to
Bundled

Payments for
Care Cycles

6 Build an Integrate Information Technology Platform

4
Integrate Care
Delivery
Systems

MWN9 A mutually reinforcing strategic agenda

aouf 2 Quality 4.0 [ei/

Sl

ou
[=]
c
N
~

<
o
o




UWIAA Value-based healthcare ladin1snatislunasniiizinis
wasflanunensnuwamduuuuGesilulszindlng udaudidl w.e. 2562
mytutnaendslildnaaonududununfidaan

1w Quality 3.0 L‘%'aaqmmwvlﬁmmmwiamnﬂs:?m%waluquaa
299159WENLIA AIDUAYNLIEENTNIN ﬂi:ﬁﬂ%ﬂﬂluymuaamaagﬂw s
mM33uInazdldin uf‘iLﬁ@%muéuq@mzmumigLLa%Tﬂm e
ﬂﬁﬂﬂs:ﬁu’hqmmwﬁLﬁ@%uvl,@i”@auauaa@iamwm"faammazmw
mw";‘waag}”ﬂ’ammzmjwjﬁmﬁaaﬁéﬁmﬁaUﬁunuﬁmm:au auaziiu

RANUT A UANMUAITIVAIDIANTIATE UL 8D

2.4 | Quality 4.0 All for Quality

Tus918897Uf Value-based healthcare 5uiiluianlalu
Usznalng s, AldBuwaninszuiwnmsdssfiniusesludnsme
iwsoinsamunenina lasfluwifadda fe aonmunsiigioolés
VL&imm:q@mLfiagﬂmﬁaﬂoﬁumim@ia m:mumi@LLa%fnmﬁamiﬁmi
FanTosiunsneluanunsnauassswitsanunenaaing|sasda
(seamless care) ﬁ]’ml,l,mﬁ@fyl, ﬁm’lgfmiﬁmm

- mmg’mﬁLﬁumﬂ%aﬂmms@Lm%'nmiiﬂ‘ﬁ%'usﬁauﬁﬁaaﬁmi

fedanwizninauneIa adwinagwimsgunw
FLAUIINIA (Provincial Healthcare Network Certification: PNC)
- mmgmu’%miﬂgugﬁﬁLﬁumiﬁwmuv‘%"aubﬁmjﬂﬂi&wmma
qumuﬁ'ﬂiaw mmas’mLa%mgmmwvﬁmaLm:msg]l,mgﬂwﬁﬁm
Lﬁamsa%nqmmawaaﬂszmm nadwinesgwszuugunw
Je@uaLne (District Health System Accreditation: DHSA)

o Fudloutlszanm 2562 s, lalwnisuses PNC Tudrsuan
11 1930978 warSused DHSA ldudrduau 15 1e3adne

HONINNIIVUNLLAIDVILANNTINN D TZRIIED TN LR WIN

lugammunisguainefduds Tussduuuwmddelainioinuas

a 9
a

v ' Al ‘ﬁ! 1 tﬂl [l U 13 s lﬂl
L%m“ﬁlul%ﬂquﬁ_ﬂﬂ’)ﬂ (mlummmum Li’]&lﬂdﬁdﬂ?ﬂltﬂ%ﬁdiﬂwﬂdﬂu N

v

HA UPDATE 2020




IReaSURaEazanuazanuAaLiin A ovndayanniuleunIm)
L'&TﬁmLﬂud'su%ﬁwaaﬁuﬁ@umqmmwu‘%mﬂ@Uma s’f}amimjﬂ'amzﬁ
uwmﬂéﬁiLL@i%u@]aumﬁuji’amuﬂﬁtﬁﬁuﬁuamuwmma 2aNULULIZUY
U3M3TIniu axiaullssaumynin a3y (patient experience) uazssifin
Naﬁuﬂﬂ§ﬁLﬁﬂ°ﬁu (Patient Reported Outcome Measures-PROMs) &
gy, lefinmshuwdeiiandfivnsle Umi%'@éy'\mg;u Patients for patient
safety %aﬂa;wﬁansiwaﬁvlﬁmzlazﬁauﬂizaum‘sm“lumﬁumsgLLa%“mgn
@aammauauu:gﬂLL‘.U'Umi%‘@u‘%miﬁmsﬁmiﬁ@um frutnsasiie

patient experience Laz PROMs bafimsaaasullsaneuialulasonis

2P safety thlUuszandld

iwono1wUaoniEvoIn " Wonowuaoafovosnmu
A2eAUUSISOLNASINIST A2BANUUSISILNAINIST

'
= 1 13

AN 10 ﬁa@ﬂ'wﬁﬂwmgugﬂqmﬂﬂLLuuéqurTu ATN. ’Lum@ﬁwmmiﬁﬂmﬁwdwLwaﬂrrTué’ﬂqa
’LuﬁaamidaLa'%wuwm"nmaan@"u;jLﬁﬂMTaaéhﬁfyluﬂﬁmTﬂm

VAW HNINLINIFVAIN Uszndlnaladnisesnsaduudiin

™ = 1 U Qo Aa 3 g dl o v

WIHNTFUHBAT LM INAINAUMNNTIATTAUNUN WA 2561 il
anIIaaiamenITNMIRAWIQUMAINTIaTEdudune (Wra.) Fadl
uwmwﬁﬁﬂﬁhmiﬁmu@LLNumuLLazLﬂmmUlunwsﬁ'@uuﬁqmnﬂw%’i@

I mangaunuan wtanassuazanndyn luind asaaaulinis

ST mgu LRUBLLUS LLN$1ﬁﬁ’]ﬂ%ﬂH’]ﬂ'13(§i’] Lﬁmmﬁ@umqmmw%ﬁm

aoufl 2 Quality 4.0




unasu

%asluéwmaﬁ‘[sawmma‘gw“ﬁuﬁmwrﬁmﬁa nabn wroa. ladnandaiw
TUURBUABHNININTURZ NN TUIZE UM TIAN TGN UFDAN (Basind
mydiiuns ldun migLLa%'ﬂm;jﬂamiaLﬁaaﬁﬁm wazmInuguilady
maé’muﬁﬁwammuﬁaqmmw) ﬁﬂ’l,ﬁ”ms%'umfé"aul,‘%aaqmmwﬁ
UseanBua UszanBnw wazifinnnudsfuunndedn

luga Quality 4.0 msﬁﬂﬁszuuu’%msqﬂumwﬁqmm‘waﬂ'ﬁ:}il"dﬁu
solilsmsdifiunsvassounguaiissiheoden uadanusniui
mjug?lﬁ'UaiaaéwﬁmunﬂﬂéjuﬁaaLﬁwm'imaﬁumgu'im@‘i'nﬁumi FINAaMN
Uastfinks uaziuiaw iyl Lﬁaai”wﬂﬁs:uuu’%msqmmwmad
Uszinetlnefiinasg Sanuinlinds uaaliuiifswesszmmunnszdy

leaaaaldl

AMNNWYBITZULLINIFVAN Fip qmauﬁ’ﬁﬁuﬂoaﬁm:wu‘%mi
qmmwﬁﬁﬂﬁizuuu’%miqmmwmmimauauaa@iamwﬁaamma:
mmmw’a’waangﬂaml,a:mngl,ﬁ'mﬁadﬁ%wﬁcy"lﬁl,ﬂuaamﬁ f9nanal
@Taami’luﬁaﬁ;ﬁuua:ﬁ%Lﬁ@%uluaunﬂ@ LRWNILABTBINITRA U
Qmmwimzuuu’%miqmmw’l,uﬂizmﬂ"lmsJL'%IstnmmVL’?mﬂalué”;
Jaanou fAeunnduaznenuiaginsinsweua desg Naullg
mwL%aﬁuuazmwwvlﬁfa']ﬂﬁﬂ,m:uuu‘%ﬂﬁqmmw ffnmsrawdu
swimdn moldidhmansfiseasuiuuiun Snszuamwmsrnanuddnly
ANRANITINIUAZNIATTIUITITN anaaandnsvhodenloammdu
pEnsdTznInaASernsRlRL3MS 5%&w1ﬂ§wa§qu§ﬁﬁ 29ms maldms
TEnSwensfimansay wazthlganalindaluszuusinsgunw &9
Lflui”lﬁm%ﬁﬁrymaamia%"]mﬁﬂﬂszﬁwaamwﬁ'aﬁmaaqmmwu‘%ms

g wluszeze

HA UPDATE 2020




[ONANSOLDD
1.

AWNIIIU NITTTY, AT Afanadsim. J9nlsawenunaniu
JUNBIIAINT Best Practices in Hospital Logistics a1nn g g1l 16,
rinwunm. ssisudminuenizanas ean WA
qmmw%’imzé’mﬁuﬁ W.F. 2561. 9 Au1ax 2561.
amﬁ'u%’usadqmmwamuwmma (adﬁmmmﬂm). VERREER
LA 12 U 299n3202UN1T HA 900 WIN. fﬁ ®INW. 2553.
F0TUTUTBIQANIWEDIUNEILA (2IANITURITU). U1AI3 %
L3 amenuIauazLsNIIguIN alfufl 4. AukeSoft 2. Wismwiteded
T 3N9; 2561,

é’nﬂfﬂd’mﬁﬁaqmmwuﬁamﬁ m’lmﬂumi’]ﬁaﬂmmwuﬁdma.
[online]. [cited 2019 Oct 22]; Available from: URL : https://www.tqa.
or.th/th/tqa-award/background/

goLEANSIXSIGNA.com. 8 Wastes. [online]. [cited 2019 Oct 22];
Available from: URL : https://goleansixsigma.com/8-wastes/
Porter, Michael, E.. Value-Based Health Care Delivery: Core Concepts.
[online]. [cited 2019 Oct 22]; Available from: URL : https://www.isc.
hbs.edu/Documents/pdf/value-based-healthcare-core-concepts.pdf;

2019.

aoufl 2 Quality 4.0













naun 3

Qualty Tools : Up-to-date
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Guiding/Triggering Questions for RCA

External Organizational Local Working Situational Active
Factors Factors Conditions Factors Failure

.

Policies and procedures
Process design

Equipment & supplies
Management of staff

« Support frorn central & staffing levels
function ; —» * Supenvision & —+ Individual factors
. Tramlngl& education leadership (knowledge, skill, Active failure
+ Scheduling & bed + Staffworkload distraction, fatigue) on certain point
) management + Lines of responsibility ™+ Team factors [ "
+ Societal & « Capacity (resources) - P
requlatory [Py + Task characteristics process
influence + Patient factors
« Design of + Physical environment
equipment —>» + Communication system —
& supplies « Safety culture
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3.3.3 Comprehensive RCA
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3. Listen to Voice of staff & Review HINDSIGHT BIAS
Supporting Information

2. Potential Change

After the
g I Accident

5. Creative Solution

How to prevent it?

How to make it better?
How to detect it earlier?
How to do it earlier?

How to do it more appropriate?

Before the
Accident

4. Analyze Contributing Factors with "'

Swiss Cheese Model
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mim’smﬁﬂmmuﬁlﬁ@mq N13IATIIROURIVDILATAI TN
N T89) WaziIN19aria timeline LEAIRNALUAZLIANTILAA
ﬁﬁmssulmqmstﬁ@m 9

2) Potential change tJunslgUszloriannmsnasdounasinds

Aa P o o o &
AWATDINITZUIWANIND Lo N8t U UL RILE N AN AN
wWasnudasldle vefienalddinin unsafe act avsszylvdaian
' A 6 A 1R A .
3’1aqummimmam@;n’nmﬂluwmszmmaaz"lﬁ LAz 32y potential
change %38 unsafe act [UIuABUA g LazNIATERBNIUARY

4 o “ o L

Ia1/aunazil Swiss cheese waaaTBANALANIZVDIIAEL

3) Listen to voice of staff and review supporting information
L‘ﬂumsmﬁé’ﬂgmaﬁumgmﬁa‘imm:ﬁﬂa%’mmm@;ﬁm%’uLwia:
gL IEHIN naluaunu (1) TaiaasefiginedasTuziasuila
AMHRNNE mmﬁ@Lﬁumaagﬁaglumqmﬁﬁ Fa19vn N e
ﬁa%’mmgwﬂﬁaﬁﬁu Tadasonduaunwaiifidszaunisal

=1 g v v
wazdussenmeavasnnudasansuazanybineda, (2) Toya
. A odd . . o mea
anuayudug Aneados 1w wlone sadoud§ua neew

AT NMITRENURILIAFDN qﬁamstﬁﬁmmwmm MsUINE
itk bt

4) Analyze contributing factors 1o ﬂﬂizmaﬁagam@ﬁuﬁmw@
Wanlosann unsafe act Vlﬂzj local workplace factor Lag
organizational factor (mill“ff triggering/guiding Questions LLag
AN 5 Why a18)) a@ﬂﬂﬁ]’;f Ummqim o/l five rules of causation

5) Creative solution |5 NNAA&9EIIALAZRANNNT human factors
WWaaanuuuLa: AT aRwaLk RS AU TN a9 U La N

amduanNdmAy wraiRUInslianuiusey vauning

wazisSunatlih lugnsnaseuniansd jodluszuy
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Five rules of causation

715799 2 Five rules of causations

INCORRECT CORRECT

Rule 1. Clearly show the “cause and effect” relationship. L&AIANNANTUTITUNALAZ
NARENNTALAL

wnneilszantiugeudn unnelszanthusiedet)ing 80 falusiedinnivinlvisysiu
ArNBaLAININTL T lignseuAuusin Fesawnagn
NANANA

Rule 2. Use specific and accurate descriptors for what occurred, rather than negative and
vague words. IfAN85LNeNan1zianzaauasnNiLAIiATU vanideans Mdesmn
TeauvTanquLAse [ uel Tdwalias fn 1an dumag Tdszda

A = X | P . P . 1

ANe@aull® (poorly written) ANedld infusion pump 14 font 2u1m 8 point uazlid
nilsznay Mnldnenunalireslag inlanianaz
nssslsunsa infusion pump laignsias

Rule 3. Human errors must have a preceding cause. AYNNANAIBIN AT FRINANMENN

unehlszsnrnudeeniaaunn N17uAANINENN9E1 lUsz UL Computerized Physician

inligiaelAfuanfiuawn Order Entry (CPOE) aiflad919se i e TiLan
AneiuLumtinaannnwe i lENlanadeneinaunn
inlgnslasuenifivaunaasiilos

Rule 4. Violations of procedure are not root causes, but must have a preceding cause.

nsthehuszidiaudjiRlaild root cause azpipsiianniti

Y |2 o= AN v o = = o= I o A A o o \ o

TRl enssntetl iR BaswaranuduauluiuivEasgilon sauiuanu
1un19%1 CT scans inleigdas nasulunisaianasnu inlanianasinlddunou
165U air bolus AN syringe a1 #197 Tun9vin CT scan gnazias danaliinisn air

danaliiiin fatal air embolism embolism aMnN17 L empty syringe

Rule 5. Failure to act is only causal when there is a pre-existing duty to act. n1slaingziin

' dl = o P ' 2% dldl v o
%L‘flumLw;;mLmumimuuﬁ]%ﬂ@mwLﬂuumwmmmm:m

wenuafllAnsaaaas STAT orders ns7ilifinsuaumnanehilil designated RNs msnadau
2 o o 6 wal v o o o ~ A ™ o o o

yneseialan vinlilauainlung Ardenisnaiidaian nlenanazlainisfuaida

Fusuld anticoagulation therapy STAT orders Wizasuadeandn inlHiAnAuandrlunis

X RN v .

Wnlan1anaziliife blood clot 1#n195ne
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3.3.4 Muti-incident RCA
uaninilaanmimumunesnueianmsiuszdayafiioataud
M3 multi-incident RCA Janu ot NaL@uaah
1) Whsuisunsnugiamsalussdieseiiiamdaayiioiu
UULLN YD adqﬁﬁlmﬁﬁ LAzRDATIWTIOWA (descriptive statistics)
2) ¥ qualitative analysis L3suiisuiladuanquasdoiauauus

“
LWBUBIN common trends

3.3.5 wauwanunudAa Mindfulness 1dumsit RCA
dndfnmumanitlunufinsanlunsyin RCA nﬂﬂ%\a elildunGon
wazihdayaudunydidnmdniunsilnausu situation awareness

1) eansal (preoccupy with failure) “glfzf'fmz/”adm@mim’aziw
sausuluaruFzig g niali”

2) LOIBUNTBN (commitment to resilience) “ﬁw”aymmmﬁdms
inSpunsausudaruilymiesfauazaiaineafionse (u”

3) anq (sensitivity to operation) “Tn3r/sziliuaniunsoisasnsIady
ANWAALNG ﬁ?mm;ﬂui/i/ﬁ'n"mu@ uasmIYinsE oy’

4) nila (deference to expertise) “Gn13suivaxgnlufivals
ﬁfayaa:'liﬁﬁm?’?ma’"xu@'?&/'l@”ngaanm”

5) lninvama (reluctance to simplify) “ﬁn’li@f?uﬁgﬂaﬂ?ﬁﬁmﬁu
lunsaly arsuasifaspas lnwudy”

3.4 | Whhueda dawala

HaunziLinoaw:

asvnenudaaulmihwansudazszausolyil (1) iwnunsvas
lassmanamw, (2) Hhuansvasniisans, (3) Whaungaasssuua, 4)
Lﬂmuwslnﬁ@l,tagﬂamwia:ﬂf,ju, (5) tinan w%ai’mqﬂs:mﬁl,%aﬂaqﬂﬁ

YAIDIANT
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mMymnuaimanensRaNTan (1) ANNABINIVIIUNINK
m%aﬂm@hﬁ;j%fuwammzvlﬁ%fu, ) mwﬁwmyﬁéwﬁty, (3) AiemaLas
Whnangvasasnng

MK ATRTan (1) MIanmsursgihmang, (2) MTagmnw
lunszuiumsvinaes, (3) ﬁﬂﬁawqaizmwmﬁ@ﬁumiﬂs:LﬁuI@m"l,u'

A0979

dazalna 9:
mmslunmsiuuadhransuazdrlalowd (1) MAensAznem,s
wiIQ e (value stream) fiifiaannfianssunialasenis, (2) mdari
outcome framework Tuanuausfadaunasaniihwane, (3) Driver diagram
dl = tﬂl 1 va a = ad d. ] 13
wasfleNholifinfataimansuaismafeusigihmansadadu

VY, (4) WKITLABIALAIA, (5) OKRs

3.4.1 Value stream: forward mapping
I a a Ao ' v a ' Q& o v o
\umsfeanfianssaiihitezdmaliifaamdaslndusdunu
uAaNanIznu nasanll Gea1vazitszlomiluszazeniNaziihGaany

NANTENULARTTH LLazﬁNaﬂ’auné’umg’(miﬂszLﬁuﬂszﬁﬂ%wamaﬁ%ms

1 ] ¥
= vaa K
Al laa el
v v o = o v
Hidinszuini finathnnng
pwfll > iRt
. g
il fdnszuud  dudheusnd famnen e -
oo > PO > Aasuas .y e
nala inuy P nevsy
AT NHAURTY
ﬁ'ﬂ?i“’ﬁi* HleliFunns HARWE, Al
o ak
vinuzliUfR AuARTY MIYUARTY wela

' v

1IN 15 FeteamAiaTuAINNsEnauskua AL
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;ﬁuﬁmauimamsmmmﬁmmLi”h‘nmmm:ﬁﬁmﬂuﬁﬁﬁuﬁu
llnafigairinfiazyinle lasazdasfiasaninfisgalafiazdinsasrion
antwazasfanysumialasamaiuey uazd lnaluniuueslasudnina

o A '
nilad gawe dnnnan

3.4.2 Outcome framework: backward mapping
unsaalagiondnansszezenndudiss usaAadaunas
nduinesdasiiannzeslsinduton zugiihwansdangn Fadin
zuanuanadniladonans g Uszns lanadanturasmsienzaanan

1% outcome framework %38 driver diagram

dilelasumsguaadnaiinme

[ T ]
Better care Better cure Better cost-benefit
{ \ \ \
Listen & reponse ~ Compassion  Evidence-based capab staff Integrated care Effect RM Effect UM Eliminate Waste

NN 16 At outcome framework TnaiAnaniiunnagavinedaundunn

3.4.3 Driver diagram: systematic approach to fill the missing link

Outcome Primary Secondary Specific change ideas Change
Conceptual drivers drivers concepts
HW.LIBQH'H Se \d deas:
i econdary —_
view of a g — ¢ ——
A A Primary
driver diagram 3
4 —————3 Concept 2

driver 1
qnnﬁu
ﬁ'mmﬂ -
aniENAY
s e E— Concept 3
Aim or Primary Secondary ¢ o 7

outcome g driver 2

driver 3
- ’ —— > Concept 4
. -—
Secondary -~
/ driver 4 ) 3> Concept 5
Primary -«
driver 3 :
—__
What Sgﬁggfasw (:lcggrv‘) — 3 Conwept6
(precondition)
) L )
v : e vV
Key leverage points Specific ideas, concepts and bundles
in the system that could generate the desired state

Jﬂ‘wﬁ 17 Driver Diagram
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Driver diagram \Jw mind map lué“nﬂmzmamwuqﬁﬁu‘lﬁ (tree

diagram) AiududsimananTalanlzasd uazasdnumlaniy

nN9¥1N outcome framework ﬁal,‘ﬁa‘]ﬁiq Whnaeiareasliadsduinfon

a :dl v v & o s g: 1 |
maama:m}aamiqaﬂima Iﬂﬂﬂ?ﬁ]LL@lﬂLL“ﬂ%dLﬂ%ﬂ’]ﬂ‘Uﬂj% v L

primary driver, secondary driver, a2 tertiary driver ATuAle Lazan

driver TugatheflUdafisisn1snUfifat (intervention) niaaufalu

msmaaﬁ%mﬂmiej (change ideas)

Uselawinasni31y Driver diagram

1)

2)

6)

Mlwmgaulasnnudanuainnanaidneaiwagnaduszuy yas
6 di o I dl LY ' %
psdtznaufduduiNemyursaiihwansadsasuiim
MR RRILTaNdaTenI9 RN uANINEN8IN D819
= o A A Y a A A o '
BSeneTandatin Jaduduinfeon Laau"lmmaomssgnau
FNUAFIU
M IARINNITDATIVROUANUATUTIUUBIANNAS LLa:m:éjulﬁ
AANILANLAN
°1hﬂ’lumiﬁmu@é’a%ﬁ'@ﬁawmqawwahnm:ﬁu
Lﬂumiagﬂmws’mﬁddmﬁLﬂugﬂﬁﬁmmzmuﬁim NIFINN
Ujifegudiuazainidndulna
aansnlfundenmadasuudasnnizduliiiaanudalni g

Tumsrinen

fauwit11wn159a1in Driver diagram

1)

2)

[ 6 1 a 1 % 6.::' &
1%14aﬂiﬂmumﬂm:mumsmuﬂ@mnmmaa‘wwLﬂu
a o 6 1 dg & o o di = o 1 g
WHADA WBAWDIZABE AUudud1euLaNurinawIINAW b
o
22
mnuathnanslaouiugudmlansawingunanuazlesy iy
A Ao v A o o & a o
annuazlesy Wonldnrestunazasidszsidan Nansaniihnang
224N WTWNINNTIlaTIMIR@UILEN g Aldusiutas

Lﬁﬂuadluﬂsaumﬁﬂﬂﬁamaauwugﬁ
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3) $aufufia primary driver ZuanEwIwnile BauuanuIan
hnanveenlumerniie laslideslagnas weneudould
ﬁqmé’nwmzﬁmmmﬂinﬁuvlﬁmnﬂdwLﬁﬂumww:ﬂ“ﬁmmme]
4) w99N|¢ primary driver wen ity lunifam secondary
driver 11433 szanmuasinitmet jiailfogniafituwfaes
ﬂ%fuﬂgal,ﬂﬁ'ﬂm,l,ﬂmﬁazvhﬁw
e 813l% change concept 199 (udmTIBNIZGUANNAALL
MITTANFUDS

° immmaﬂﬁylﬁmﬂﬁq@ LLﬁaﬁﬁayaﬁvlﬁmﬂmﬁmmmadm%'@
n@lmm:@?@%a (%aﬂﬁiwmwﬁ@ﬁiﬁﬁﬂauﬂu secondary
driver) idefilal B andaiy primary driver

5) ATIIROUANMNANYIAUOILHUDS Tasmsanunaulnduanii
FINANTI
e gl mu’jmﬁamiqlﬂmmﬂﬁ Azdasrihezlimie

dasflezlsdn

o MMUMINFIe mu v liNaazls 39U driver wiathwang

'
= ]

ﬁag’mabf’mﬁaﬁ%avlaj ﬁwﬁwﬁmmﬁuﬁn:msqﬁm g9

U
giansaly tfenaaRyan
6) luudazasddsznovvasunund liRsandnaziansuisg

hwinerSeszaunsUjifisesiuldedngs arsfaldunniige

Cd e vt 4 L He o
wirnazduldld TaoRansananuanludTenineeoiaTeey

'
v adA

] d' A’ [ (% gﬁ a A a aq{ 6
69 9 Aidanloatume nntuRaTaniandi@tanfidsz lomi
uazidlwlyle

HA UPDATE 2020




3.4.4 @d3a (Measure)

LN TBNITARUAGIA

uwInalumsminuadaia FIWINWINTNNYUNDIAI I

v Y e dq/
AU LA 95

1)

3)

o o da o 4 Al A e e
AIANNANIWN driver diagram TIEANIFIBNLT UFIIANTT
usTqLihmanewie outcome indicator wazMaszauMIUIA
Tl process indicator

M IANNINTUNRN process requirement TININNNITILATIZR
g; 1 1A oy A dnal n;tﬁ o =< v
TUAAREN 9§ VaInTzLIMMINAThnananIadzeninerinisla

azls

o A

é’aa@ﬂﬁﬁmmwmﬂﬂqmmLLa:ﬁaﬂmmw

q

o

qa (social objective) leuridaInlul@ people-centeredness

1w anuisnala ANWHNAH NILFIUNWAS MINEINIIW
° @vl,"ﬁ (clinical objective) laundTaluid appropriateness,
effectiveness, safety

e @ (economic objective) laundmaluiid efficiency

A o o

LL%']‘VI’]\‘]T%ﬂ']ﬁ?Z DAFIIA

1)

Q
2

Tuduiiadeansaasdaufidasnisia (metric) LT

o JaUAT..., %ama:maapjﬂwﬁ... , 9a97...

o IUI....

o AZLUWLAAD..

® UTLIA...

o nalElums...

AU SanaantWIonszuIRMIRdaIMTIA

AR MR IR TUNTIA 11w sEaUfiBaTnrnuines
Wadwmsosaziinn  ualissiruadnimansdalliu
F30 vnzanimanoduiefierrssuasulihnmedwie

U579 LA
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WIS lAmwa e NBIU71IR (operational definition) 7asA A
1) 'i:yaoﬁﬂizﬂauﬁmwmmmwaqé‘ﬁ@
o wyamlazawingIauiasaznianIadan
o trdailudais 1ﬁi:qﬂﬂsﬁ1uamﬁm%fums"l,ﬁm%a
ALade
° 5:14Lﬂ§adﬁaﬁ%aqﬂnmiﬂLﬂw‘?‘iﬁ'hl,ﬁflulunm,ﬁmj”mp
o o uTuaAzUHY (LT% ALULUBANUNIN a’lﬁmaag{ﬂ's o) IWaSune
SEmslaundenzuun
o duludSafiazriouumidna 1ou ANUYNADY AT
Tunan wiatofianwane Tesunoinmaifiasldlunsdasn
“ANuYNeaY.
2) uwumanUYaya (data collection plan)
o landugSuReveulumaiiudays ?
o aufvdeyatenfinsla 2 (1gu nﬂ%’ﬂm NnIu NnFdani
WIBNNLAaW)
o arlsfaundedays ? (szyliianizianzas)
o a¢lsflazrinsandnan (inclusion) azlsfiaslaithsaudnan
(exclusion)
o aufudayastnils ? (Audedie iuanayaduiin tivan
J2uuda luaTa)
3) mﬁ'@mﬁgﬁu (baseline measurement)
o arlsfaduavtioyadnzu (baseline data) fiurass 2
o Foyadguiwivlugisimla 2
4) @i nuNERINTLAITA (target or goal for this measure)
o syduihwinuetaumaaunalasRIanndayadgm
Anaulaed wazithnanganaawen
o fmuaduihninsanszozialasRasanangaszning
anudultlduazmanszduliifaanuneey
e lfenilon continuous improvement a2ansUSua i rane

v v 3 IS o s a g v d; ' nﬂ. g; v
lﬂmmwmﬂum@m Nﬂ’]i“llUULﬂW%N’]UL?JBUiiQﬂWYW]{IVL’J
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3.4.5 OKRs (Objectives and Key Results)

OKRs fiaazls

OKRs tuszuunisiimuaiiiiwuny Afinnsiinua/daai
Usifiudrdaudnd (mnlasang) HunszuammsiGenite Sameiag
IFyunanazanudaaiasidvasudaz iy \oa$s alignment waz
Fimeiinsduasnldiuesdns

Objective ﬁamiﬁ:q?{oﬁ@‘Taamsms@ﬁam‘h"lﬁ AT a"’;ﬂmmgﬂa
WazANURARY NMEia

Key Results Lilu1a183623 (metric) ﬁ'ﬁ'@mwﬁn%ﬁwg} Objective

u@az Objective 81670 2-5 61 dasaanTatalmdiLSunald

WWIAAF1AY VDI OKRs

1) Agile goal Lﬁmmsﬁﬁwsju unuiiesviuundszdiudd
AlsEnsfindasdn Treseuvesihwinedisuas vliSuuass
aavauasdon A aslaadu

2) Simplicity AwBsuie aanailtlunsimuadindeli
Avu leniwenstumsirldussgianndaldldfunis
muwatin

3) Transparency aulyisla liynauidnfis OKRs yosandwle
o339 alignment luoadng

4) Nested cadences T3z Adaniuuazuanasiuluudaz ey
e Strategic cadence F9andunall
e Tactical cadence Fdtaandulasua
e Operational cadence 7398w uFla

5) Bidirectional goal setting N13MAWALLNRAINANIS (a"m%u
VULATLUAIENS) 91N strategic OKRs 2a4a4an3 Anazidnlain
AURINNTONFIUGD overall strategy 8E19ls TEUAT 60 VaI
tactical OKRs Qﬂﬁmumimﬁm uacgaanaadnuLilnrang
20984ANT '3%'n’lif':ﬁﬂﬁl,ﬁ@m’mgnﬁuuauﬁﬂa strategy

laaain
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6) Ambitious goals Lifidasdey galufiihfiznuazdasidan
uanniaguszaidnaionsstiuanala OKRs Safaluniaia
anuaanTavesivlunmsmruaihfvinme Whamléiudas
A & aa o , oA v
Aafitmsvauvesaulnal iialwile peak performance

7) Decoupling reward Vl,aqujna@ OKRs NUANAAULNBAIONTT
Wanduniaiadsasumsasihideden dujiaeziine:
ligidunlamnauihfidesiden OKRs weaIasfiatinig

lalziasasdatszidunan

¥ K [
VDNWIISI
Ay a o X
EN) ﬂﬂ@]l,ﬂﬁl’.lﬂ‘l_lﬂ']{lfﬁ OKRs @41

1) 1Ranld OKRs AuNuidaimslninmsnamwatninninizlaa
d‘ [ Y 6 d' v o qza'z A

2) Wanlgsnuithnaneseazsnivedasfns Seaasvinlvuulaingd
whwanaaeanaidaian

3) wanlRsIN s Banlusanud SNt rueiunsEeTs
ARaLLNY WIaNTTLRaUAILALS IagIR NN TN Ades

Lgam
THAuA1 ag18iada

v o a‘b v
paunewILiloInn:

lﬁqmmua:am%aﬂ foMIsINaULINIRIaNRAN Ut La e
feanudainisvesiunaau ldanufasseessd lifanuitnadug

wIanNIDUANUAALEY 9

aazalna 9:
wndauazintasfialna g fvztoldsamevqmediungTunaau
laaawleun (1) design thinking, (2) change concepts, (3) ritual descent,

(4) agile concept
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3.5.1 Design thinking
Design thinking (NM3AaLTIaaNLUL ®IaNIAABE19RNaaNLUL)
fa m:mumsﬁ@ﬁLﬁu;ﬂ“ﬁlﬂuguﬁﬂma Sudy
(1) Empathize msﬁﬁmmLﬁﬁlammﬁaamwmé’l"ﬁaahaﬁn%a
(2) Define iwnuaiimansluyuuasvasgls
(3) Ideate aanuuLLianauanasnudasmslagmsldanuda
{398778
(4) Prototype FINAWLLL
(5) Testihanmasauiugly walldnmersenianysufiaeuland

Auglduszaniumaniiug
3.5.2 Change concepts

Conceptual view of a driver diagram

Outcome Primary Secondary Specific change ideas Change
drivers drivers concepts
econdary 1 —» Concept 1 eed of users:
Primary / arver 1 2 Simplification
driver 1 3 Human Factors Engineering
4 —» Concept 2 Design Thinking
< ﬁ Humanized healthcare
8 —® Concept 3
Primary Secondary Lean: Evidence &
driver 3 ° Waste = value technology

Concept 4

Secondary Safety: Risk-based thinking

driver 4

Aim or
outcome \ driver 2

W

)

Concept 5
Primary
driver 3

\ -~
Secondary How —
Wha,t, driver 5 (action) Soncepid
(precondition)
\/ - J) L = \/ J)
Key leverage points Specific ideas, concepts and bundles
in the system that could generate the desired state

NTW7 18 Change concepts NNINIZEUNNIAA Change ideas

Change concepts Aauwifansiddsuidaifaziianldaanuuy
35mslnal 9 lumsudtlyw Svonavihanltdsznauluiin ideate 184 design
thinking %%aﬁm’ms:ﬁu change ideas TNNUNWARE driver diagram

4 - . 4 . va A

\#ta931nil change concepts 1wanannfisunInsanlsle luid

%wa%’mnsjummﬁa NEWS @a
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1) Need of users NINTHIANNGDINTTY aa;ﬁ“ﬁlﬂmﬁﬂ LT NNY
lHuwfannuiSouing (simplification) M3lduwifadaduamywe
(human factors engineering) N3ltuwIAaguadInIlazes
ANuduNuse (humanized healthcare)

2) Evidence and technology N3NTMIMANIIUITINITUAY
wmaluwlad mamealulainisnisunngaaswudasly was
fnanalulad (digital technology)

3) Lean 1asu waste 1% value 1% mM3aanszuaumsfi linals
fiagmel miaaanugyalugduundn 9 madSuadmu
lﬁaaﬂﬂﬁaaﬁuqﬂmﬁ msUsumslnadounasinn

4) Safety N3l risk-based thinking §28m RTINS ANULED
ozl51hs vxflasiuannuidesadnels sz Toumw liuves
Iamaﬁmm@mﬁmﬂﬁsuvlﬂLﬂum@gmimwlxiﬁaﬂs:aaﬁasi'mvlss

AUITMANNUFURINLAAT NN LS

3.5.3 Ritual descent (Uhideawluirudauiusununa)
Huummaiaaannubadaluduneusasnsaenuuuersnssy
HefnAmniinsaluazmineuanasiauluisuadeufivasaiolasd
LULLHRATALI
nizuwmMzulsgiiuduiuges 3 - 4 in udazfiuiidaiaus
amswawwasan udsssaunwllinaueunsnfianiiadunan 3 wid

a

° 3 v Y o b o Qs al val d.
PRRIINWILRUBLRIILLRD Pdu’]Lﬁ%ﬂﬁ]:%%‘ﬂa\‘mﬂﬂLLazLﬂﬂIaﬂWiﬂ‘Wﬂ&l‘Y]ﬂd

—2

Yo a ea A « ' v A v o val [
! nwwnwa\‘mLﬂuﬁ;@aawmawamua mammm:uﬂ%umsﬂ‘mﬂgd I@]EI

iaue bidasaauanadla g udiudafadunsnuanaulddsnus i

¢ e

=

Aufiniedudydaiauali@an mafiligiiauedundondy ihalwiia
ASuNssurTalanurnlaadradunlaylidasiainunaniuniu
M EVDILINVBIAINLRA

tﬂl = Qs v v v v o v s = = tﬁl
WeflwdSudysdaiauaunss Twasdunuaniiaualdiudniiunis

i natdoInt ez suhsanaTinie
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3.5.4 Agile concept

&) =< a g: A di o o

L RULINIIRANITHARA T WA o WU INITNAREL AdLiadavin
duuuniasdunafinzyimmasevldudy fzilunaseuiugls ud
3 a v U 5 U v 6 L% ‘g a
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4.2 | Enhancing TRUST in Healthcare by 2P Safety

nndayanamidTalunasszinanudn analindaluszuy
a o ' \ oA v A o« a
qmmwml,mium@mammamaﬂuﬂa@uu Fadunaniznuannnsia
=1 6 6 o Y Aa U v o U
m@qlnwm“’twwaﬂnammanwuwwal M lrinan1sNasTaIuazaNTaLLER
sijwgﬂaﬂﬁuqﬂmmmmimﬁgm AIBUNITNAIUINIZLIBNTHRETZUY
vinfivhldeulduszdiurimslasuuinisfidguninuszanuaeadis
= I d! tﬂl o Qs o Lo v v =
Fadunililuwsasiagdmivnmisinenalinsaluszuusimgunm
lasdsunalnglaiimstuiafaniSad patient safety tiaasnsnnulinila
lus:uuu’%ﬂﬁsqmnwwazha@ial,ﬁaal,mzmamumﬂdﬂ 20 ¥ sanvususas
ATLNWEDTUWENLNE (FTN.) "Lﬁgirmmsmsﬁ'@umiwuu“smmﬁam'm
Unaasiuvadgthe (patient safety) lunszuannmsnam WA TLUTDIN NN
aounewa laslianuimdiuanaspunszuiwmiguagthouaznis
USHITANULEFLS INDITMIUTERIUMITULAR B UTINALRUI LI UBIANT
mMAansdaiiias iwnmInawLaIadlauaznalndns g Neluwumwauuas
LR °umslmiﬁ@uuﬂﬁmamquﬁammﬂaa@ﬁ'maag&?ﬁamm:u‘ﬂmm

am1Ingy lasagdnisduiefeuiidmdgludszandlng dod

AUADKINMSAUINGOU Patient and Personnel Safety (2P Safety)
aoous:InAlne
1l w.e1. 2551 FOTUTUTBINUNIWIDUNINLIR @n.) lodszma
ihnansanulseadvvasyiie (Patient Safety Goals : PSGs) lau
nmau*‘ﬂ’agaqﬁamitﬁua:mmLﬁmaéﬂﬁ@ﬁwumnmnﬁ'ﬂuéws’mmz
msdansdaysnndnlszinanasUiduninanyit SIMPLE iwaunsiiu
ddlaumned JianununsznrismisguLasanTuwidoszuuLinng
FUNW %awmmﬂuﬂmé‘iuéwﬁagLﬁaa%fwmiﬁyujﬁuamuwmmalu

miﬁmmlﬂamﬁmadqmmw

aoufi 4 Quality Movement maﬂmmwnﬁomwu]jmob




Patient Safety Initiative in Thailand (10 years)
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Thailand Self-Assessment for !

Patient Safety Situation

76-100%

Good, need to expand

Legend
Need to commence
Weak, need attention

Excellent, and maintain

Strategy Number Strategic Direction Total Marks ~ Marks Scored Assessment Comments

1 Strategic Direction 1 52 38 Good, need to expand
1.1 Legal and Regulatory Framework 32 25 _ Excellent, and maintain
1.2 Accreditation and External Quality Assessment 12 9 Good, need to expand
1.3 Safety Culture at HCF 4 3 Good, need to expand
1.4 Patient Involvements in PS and Care 4 1 Weak, need attention

2 Strategic Direction 2 12 3 Weak, need attention
2.1 Adverse Events Monitoring 12 3 Weak, need attention

Bl Strategic Direction 3 32 15 Fair and room to improve
31 Competent Workforce 16 9 Good, need to expand
3.2 Patient Safety Risk Management 16 6 Fair and room to improve

4 Strategic Direction 4 40 38 Excellent, and maintain
4.1 Infection Prevention and Control 28 26 Excellent, and maintain
4.2 Sterilized Equipment 4 4 Excellent, and maintain
4.3 Environment, General Hygiene and Sanitation 8 8 Excellent, and maintain

5 Strategic Direction 5 80 61 Excellent, and maintain
5.1 Safe Surgical Care 8 5 Good, need to expand
5.2 Safe Childbirth 8 6 Good, need to expand
53  Safe Injection 16 14 _ Excellent, and maintain
54  Safe Medication 4 2 Fair and room to improve
5.5  Blood Safety 4 3 Good, need to expand
56  Medical Devices Safety 8 7 _ Excellent, and maintain
57  Safe Transplantation 32 24 Good, need to expand

6 Strategic Direction 6 12 6 Fair and room to improve
6.1 Research Capacity 12 6 Fair and room to improve
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National Reporting
and Learning

System: NRLS
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.................. g
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i National Reporting
and Learning System

- Improve Patient Safety understanding,
culture and Usar fiendly NALS

- Policy framework and Legistation
‘and reguiation

- Ensure that the system is

National Reporting and Learming System
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National Reporting
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Patients and Personnel Safety Goals
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2. Software : Mobile application a@magﬁﬁaﬁawmmmmz
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Prototype : Stop Fall

4 Lvaml™a

Stop Fall : Mobile Application

©® Hardware ® Software
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4. Match patient and job tiwihfiasilaiudgiholasnadae
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lusuann application uniladia waz scan QR code wﬂwﬁaﬁagﬂamﬂ‘a
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4.6 | Spiritual Healthcare Appreciation (SHA) Movement
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