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Types of System Error

Error

Example

Technical accident
Equipment failure

Communication error

Limitation of therapeutic standards
Limitation of diagnostic standards
Limitation of available resources

Limitation of supervision

Postdural puncture headache follows a properly
performed spiral anesthesia

Equipment malfunction results in death despite proper
maintenance and checks

Medical consultant's report is delayed when following the

usual channels of communication

Appropriate resuscitative efforts result in death of a
multiple trauma victim

Preoperative assessment fails to predict difficult airway
management

Lack of available blood products results in death due to
massive bleeding

Attending anesthesiologist is unable to prevent a resident
anesthesiologist from committing a human error
because of multiple supervisory responsibilities

Types of Human Error

Error

Example

Improper technique

Misuse of equipment

Disregard of available data

Failure to seek appropriate data

Inadequate knowledge

A short catheter placed in an internal jugular vein
dislodges and results in hematoma formation

Neglecting to perform the prescribed equipment check
results in equipment failure that contributes to patient
death

Failure to avoid known drug allergen results in unplanned
hospital admission

Failure to check appropriate extubation criteria results in
premature extubation, subsequent respiratory failure
and need for reintubation

Incorrect interpretation of hemodynamic variables results
in pulmonary edema

' Anesthesiology 2002
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Patient Safety 8 Competency

Competency and Patient safety
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Competency Assessment
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nnfasriuludnalssmeansudl 1975-2000 azvariiauallszaunsaliisanums
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Clinical Ladder

WIN9A8 8B TTULU Sz RLD LGN ladmanamn miduszuulaaniulannusinnsm
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o X e o o 4 ad o e o
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Clinical Nurse |

Clinical Nurse 11

Clinical Nurse 111

Clinical Nurse 1V

Required license

Satisfaction evaluation

Satisfaction evaluation

Satisfaction evaluation

CPR certification at CNI level at CN 11 level at CN 111 level

Complete required Lead nursing team In charge of CQI Member of

continue education projects multidisciplinary
committee

Complete mandatory in
service

Involve in QA projects

Certified preceptor

In-charge of patient care
co-ordination

80% attendance record
for in service

90% attendance record
for in service

Journal review 2
times / year

Journal review 3
times / year

80% attendance unit
staff meeting

90% attendance unit
staff meeting

Give 2 inservices/year

Give 3 inservices/year

4 charts review with
80% compliance

4 charts review with
85% compliance

4 charts review with
90% compliance

4 charts review with
95% compliance

Recommendations by
nurse manager

Recommendation by
nurse manager

Incharge of CPR team

fgméauwm 15U HUNAIIULUY Clinical ladder
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Competency Assessment
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competency assessment fa

mMadsziinanuaaninvedaninnesnaduizuy (systemic)

e o

fiagussaednTalan (objective)

NITUIUMIARINITOIN LS (measurable process)

fnansznudade performance VadadANT
o v Ak
Naawﬂum‘iguaam g@UW (improve patient outcomes)
Ly et o J . .
Eﬂmvlmummﬂaam 231N (improve patient safety)
Ly a =S &’ . N .
Eﬂmummwawahmﬂmu (improve satisfaction)
o o . . . . & . .
funusnnlunsihnuszninanhgnuuazluniingnuddn (improve relationships)
U v 1 = a a . .
Tenswennsasnafidsednian (efficient use of resources)
. E .
mmg’mmm’m’mﬁ‘uu (increase compliance)

AOURWBIADNWEND LA LazARuNvaIadAnT (improve ability to achieve its mission,
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nydsziiuaduan mmgnﬁmﬂﬁﬁa :
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WRINNIITNG (orientation) LNBND LR B UALANNZRNNLANNEINNINY E]d‘]_qlﬂﬂﬂ RSN
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& A = . i
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1) Generic competency (Core competency, Service standard competency)

té v 1 a 4 v
ﬂ?ﬂwﬁﬁ&lﬁiﬂsﬁﬂﬁﬂﬂ%ﬂﬂUl%a\‘]ﬁ(ﬂiﬂadﬁ LD% NNIUINNT, ﬂ']iﬁi]ﬁ’]i, mmns:ﬁa%asu, AN

LATIN, ﬂ’]ﬁ'm:nmmé'u, NI, ﬂ’J']&lE‘T’]&J"IiﬂI%ﬂ"IiLLﬁ/ﬂfy‘lﬁﬁ

2) Job-specific competency

2 JCAHO. Assessing Hospital Staff Competence. 2002.

75



mwummsﬂumsﬂﬁﬁﬁmumwﬁﬁﬁmﬁ'ﬂI@lma‘m: L% WENLNR MIIBNTELIRINTNENLNG,
LNRTNT NIIIAEN LLafzﬂ’lﬂﬁﬁ’]ﬂ%ﬂH’]LLW:‘Ii’]LLﬁQEﬂ’JLI, HAT29MINLLNA ANNEANIAlUANTLSINT
JamsiaTeiun ldywianizni

3) Threshold competency
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® N1IFILNA (observation)

® INMINa, Funsol (verbal)

® NILLRAI (demonstration)

®  MIHIUNIFOU (test)

o  numunziin (medical record review)

ANSNAIRIAMNFINISABE1IR LI

Orientation

Retraining On the job

training

Competency

e T~

Formal

training

Continuing

education

AN L%EJNIEN‘].IEN?:]J?J?J?: WHAMNAINII

MU A UANURIUTOLINAIUGALIN (Initial Competency Assessment)
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Patient Safety 10

Legal Issue, Secret of Success & Leadership in Patient Safety

Anthony Wagemakers
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TO OVERCOME DIVERSITY IN LEADERSHIP

FOR THE PROTECTION OF THE SAFETY AND RIGHTS OF OUR PATIENTS
THE GENERAL PUBLIC AND HEALTH CARE PROVIDERS

BASIC PRINCIPLES OF LEADERSHIP

1. Commitment

Formalize responsibility and accountability for patient safety within the management
structure and clinical processes.

Commitment to patient’s safety and the protection of their rights.
To give guidance, direction support in all safety activities.
Develop policies on risk management privacy and confidentiality.

2. Safety Structure

Safety is a fundamental aspect of quality health care.

Health care professional, patients and all others within the healthcare system must be
informed participants in understanding the policies of safety.

Specific educational and professional development programs that focus on evidence-
based practice periodic audit, and team approach to practice and learning can reduce the
likelihood of human error.

Management must facilitate a comprehensive identification of risk that pose threats to
patients, staff and other health care personnel. Systematic identification should be
carried out reactively, in response to a recognized adverse event or outcome, and more
importantly, proactive, before problems have occurred. Reporting and recording of the
risks must follow this identification to the Risk Manager and CEO.

Management must develop an atmosphere of trust, in which openness and frankness in
identifying and reporting problems or potential problems is encouraged and rewarded.
No blame must ever be apportioned to individuals following reporting, subject to
limited qualifications. These qualifications include failure to report safety hazards or
critical incidents and premeditated or intentional acts of violence against people,
equipment or property.

Management must encourage partnership among all consumers and providers of
care. Partnership will require the system to become more flexible with a shift from
hierarchical operating structures to a horizontal structure. These partnerships are
necessary to effectively improve the risk factors within the organization.

Management must demonstrate its ability to build on what is already known in other
sectors, learn from experience, and be willing and able to implement major reforms
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when indicated. Such a system will endeavor to analyze relevant information, develop
cost-effective evidence based safety initiatives and standards of care that are critical to
the improvement process. Management must receive regular feedback on the results of
targeted strategies.

Management must promote appropriate disclosure to patients, thee public and health
care workers of all safety information relative to health issues. Such disclosure must be
supported by changes to policies for the prevention and/or management of risks

3. Teamwork

Building a team to work together toward a common goal to meet the organizational
safety standards. Building of a multidisciplinary team consisting of clinical and

administrative experts in the field of safety and healthcare.

Understanding the national standards and using the self-assessment to identify areas
where improvement can be made.

Working as a team to implement system changes to improve patient safety.

Develop a greater focus on improvement through education and remediation, verses
blame and punishment in the development of risk management indicators.

Analyze the impact the universal health policy and its effect on patient safety, with the
aim of making recommendations that would contribute to the culture of safety.

4. High Risk Environment

Health care is provided 24 hour a day, seven days per week. Improved diagnosis and
treatment of disease have made care processes more complex; however, many
organizations are hampered by outdated modes of communication, record keeping,
employee training and a traditional hierarchical authority structure. Increase in the
volume of out-patients and in-patients, recourse limitations, a critical shortage of
doctors and nurses and challenges created by the pressures of being an accredited
hospital, are creating unequalled strain on the system, thus, increasing the likelihood of
adverse events and sometimes with lethal consequences. Through the efforts and
vigilance of the health care providers, many of these adverse events can be prevented or
mitigated.

Most health care encounters are free of errors; however, international researchers have
documented preventable injuries and deaths in every setting where measurement was
attempted. There is no reason to believe that Thai hospitals would be different. The
reports of consultants who have visited many hospitals in Thailand provide ample
evidence of an environment prone to error.

No industry is more complex than the health care industry. Yet, the hospitals have only
recently acknowledged that patient safety must be a high priority. Many methods and
systems within the hospital are not capable of delivering good quality care to every
patient. While hospital staff have always tried to protect patients from risk, the
increasing complexity of rapid changes within the system have contributed to a situation
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that requires a stronger emphasis on patient safety. It is no longer appropriate to think
that previous and current processes to ensure safety are still effective. We must
recognize that perfect human performance is not possible but we must develop and
implement evidence based processes.

Aviation is an excellent example in which a high-risk industry implemented coordinated
and comprehensive strategies to reduce preventable accidents. Althoug adverse events
will occur in human endeavor, they can be minimized through a design of:

1. Processes and procedures

2. Individual tasks

3. Environmental condition of work

4. Training of staff and the

5. Selection of personnel

Failure to communicate and coordination among team members and staff are usually the
cause of errors. We must develop processes that:

1. Reduce unnecessary operating systems

2. Improve team work

3. Restrict the number of hours worked (moon-lighting).

4. Mandatory reporting of risks

5. The use of information technology

6. Investigation of errors to identify the possible causes

7. Regular equipment maintenance

5. Interdependent Environment

The hospital is a highly complex, integrated and interdependent environment. We must
evaluate this environment and look at our systems to minimize the risks.
Some issues to consider include:

® The reduction in the occupancy rate
e Diagnostic and therapeutic intervention that create a higher acuity in patients

e Equipment maintenance for the safe and effective function of outdated
equipment.

e Reduce the shortage of Doctors and Nurses
® Reduce the turn-over of staff positions

Identification of the risk and the development of strategies and work-plans to
address the deficiencies

Interpersonal and interprofessional communications

Proper reporting system of errors

Credentialing of health care professionals, doctors, nurses, etc.
Prevent burn-out of employees

Orientation to the physical environment for staff and patients

Environmental check by management to identify risk factors. (The walk about of
the CEO)

The development of policies related to risk management.

e Communication — communication — communication.
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Medication use systems. When different medications have similar product design and
packaging will create a greater likelihood of medication error. Ward stock must be kept
at a minimum. Policies must be developed regarding the return of medication to the
pharmacy as well as the destruction of drugs. The unit system is employed as much as
possible.

Culture of safety. Safety is a fundamental aspect of quality health care. To improve
safety, the hospital must develop and maintain a culture of an interdependent approach
to safety.

6. Building a Safer System

Hospital strategy for improving patient safety. The current responsibilities for patient
safety in Thai hospitals are widely distributed among the professionals and departments.
They do not share a common understanding of the issues or a common vision for the
future. One of the major changes, which need to occur, is the creation of a full-time
safety officer/coordinator.

Improve the reporting processes. The current hierarchical structures perpetuate a fear
of blame and litigation. As a result, disclosure discussions and quality improvements
processes may not involve an open dialogue and sharing of questions or concerns.
Recommendations made by a PC team may fall on deaf ears.

Evaluation processes. The lack of a comprehensive information technology
infrastructure and the reluctance to communicate horizontally limits the ability to
identify trends and respond to adverse events.

Education and development. The specific knowledge and skills to improve patient
safety are currently not part of the education, training and/or professional development
programs for most of the Thai hospitals. It is so important that a multidisciplinary
educational process is followed to ensure an interdependent approach toward patient
safety.

Information and communication. Access to understandable information will help the
public and all other health care stakeholders to first understand the system and then
participate in improving it. This means the involvement of staff, patient and the
community is vital to the overall success of a patient safety program.

7. Benchmarks and Indicators

Benchmarks to compare

The use of benchmarks that have a demonstrated ability to improve patient safety.
Improvement of patient safety is the result of three interdependent actions:

1. Preventing errors

2. Making them visible

3. Mitigating their effect when they occur

Hospital Management should review their processes for opportunities to improve and
implement effective practices that are appropriate for the environment giving practical
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and financial constraints. Medication administration is one example of a process that
can benefit from system changes. Substantial evidence demonstrate that the rate of
medication errors is lower in unit-dose systems than in traditional systems or ward
stock. In spite of the proven safety advantages and cost effectiveness of the unit dose
system, the majority of Thai hospitals continue to utilize traditional medication
distribution systems that rely heavenly on human vigilance.

Indicators to measure

In the development of indicators we must clearly define of what is to be measured and
for what purpose. Clearly defined responsibilities and accountabilities must exist to
ensure patient safety when adverse events, risks situations or near misses occur. The
hospital management should reflect a commitment to patient safety in their vision,
mission, values, budget management structure and clinical processes.

The measurement of patient satisfaction is an important indicator that provides
important opportunities for improvements in patient safety. Patient and their families
may present their concerns to doctors, nurses, management, and government or perhaps
to the legal system about the care they received. Such concerns may expose hazards,
risks or near misses related to our processes and/or problems in the performance of
doctors and nurses. As such, these concerns will provide an opportunity for the
individual or for system improvements.

A patient-focused concern management program with a good reporting system on the
information from indicators will help to build a transparent process for quality-of-care

issues.

8. Measurement and Evaluation

An in-dept understanding of risk in the hospital will not be possible until comprehensive
measurement and evaluation processes can identify where and why patients are at risk

Surveillance

Knowledge of the types of risk occurring in Thai hospitals and the strategies for
reducing their incidence should be shared among hospitals across Thailand. Strategies
that contribute additional information and understanding should be given high priority.

Effective surveillance systems must be developed to assess the risk, which is very
important for assessing the performance of the system and for identifying areas for
improvement. Critical incidents involving significant risk of loss of life, limb, or
function are to receive high priority as they signal the need for immediate investigation
and response.

Analysis

The goal of the analysis is to identify which indicators should be used for
implementation. There may be a need for several indicators to ensure that the data can
be translated to information, action and evaluation for all relevant processes. In
addition, consideration of effective strategies for linking the information from
surveillance to improvement activities is essential so that the results of these analyses
contribute to improvement in care, not just for better reporting of the risk.
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Evaluation
A well defined evaluation system will identify the effectiveness of the information
gathered and help to determine the resources necessary for their implementation.
The evaluation should include:

1. Assessments of feasibility

2. Quality of data

3. Cost effectiveness

4. Contribution to identifying improvements to care.
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1. AILUNINTOWINNATLNFAL (Complications of Anesthesia)
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Quality Measure Number of events per 100 discharges of population at risk

Numerator Discharges with ICD-9-CM diagnosis codes for [anesthesia
complications] in any secondary diagnosis field per 100 discharges.
Denominator All [surgical] discharges.

Exclude patients with codes for poisoning due to anesthetics
[E855.1, 968.1-4, 968.7] AND any diagnosis code for [active drug
dependence], [active nondependent abuse of drugs], or [self-
inflicted injury].
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Quality Measure Number of events per 100 discharges of population at risk

Numerator All discharges with disposition of "deceased" per 100 population at
risk.
Denominator Patients in DRGs with less than 0.5% mortality rate, based on NIS

1997 [low mortality DRG]. If a DRG is divided into "without/with
complications" both DRGs must have mortality rates below 0.5% to
qualify for inclusion.

Exclude patients with any code for [trauma], [immunocompromised]
state, or [cancer].

To standardize the indicator, since the denominator of this indicator includes many
heterogeneous patients cared for by different services, this indicator should be stratified by
DRG type d.e, medical, surgical, psychiatric, obstetric, pediatric) when used as an indicator of

quality.

3. UNANANY (Decubitus Ulcer)
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Quality Measure Number of events per 100 discharges of population at risk
Numerator Discharges with ICD-9-CM code of 707.0 in any secondary diagnosis
field per 100 discharges.
Denominator All [medical] and [surgical] discharges.

Include only patients with a length of stay of more than 4 days.
Exclude patients in MDC 9 or patients with any diagnosis of
[hemiplegia, paraplegia, or quadriplegial.

Exclude patients admitted from a [long term care facility].

In order to better screen out cases of decubitus ulcer that are present on admission, this
indicator limits its definition of decubitus ulcer to secondary diagnoses (meaning decubitus
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ulcer was not labeled as the principal diagnosis). In addition, this indicator excludes patients

that have a length of stay less than 4 days, as it is unlikely that a decubitus ulcer would develop
within this period of time. Finally, this indicator excludes patients who are particularly

susceptible to decubitus ulcer, namely patients with major skin disorders MDC 9) and paralysis.

4. Failure To Rescue
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Quality Measure Number of events per 100 discharges of population at risk

Numerator All discharges with disposition of "deceased" per 100 population at
risk.

Denominator Discharges with potential complications of care listed in [failure to

rescue] definition (i.e., pneumonia, DVT/PE, sepsis, acute renal
failure, shock/cardiac arrest, or GI hemorrhage/acute ulcer). Exclusion
criteria specific to each diagnosis.

Exclude patients [transferred to acute care facility].

Exclude patients [transferred from acute care facility]

Exclude patients admitted from a [long-term care facility].

5. Foreign Body Left in During Procedure
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Quality Measure Number of events per 100 discharges of population at risk

Numerator Discharges with ICD-9-CM codes for [foreign body left in during
procedure] in any secondary diagnosis field per 100 surgical
discharges.

Denominator All [medical] and [surgical] discharges.

6. latrogenic Pneumothorax
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Quality Measure Number of events per 100 discharges of population at risk
Numerator Discharges with ICD-9-CM code of 512.1 in any diagnosis field per
100 discharges.

Denominator All discharges.

Exclude patients with any diagnosis of [trauma].

Exclude patients with any code indicating [thoracic surgery] or [lung
or pleural biopsy] or assigned to [cardiac surgery].

To exclude patients that may be more susceptible to non-preventable iatrogenic pneumothorax,
or patients with miscoded traumatic pneumothorax, this indicator excludes all trauma patients.
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7. Infection Due to Medical Care
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Quality Measure | Number of events per 100 discharges of population at risk

Numerator Discharges with ICD-9-CM code of 999.3 or 996.62 in any diagnosis
field per 100 discharges.
Denominator All [medical] and [surgical] discharges.

Excludes patients with any diagnosis code for
[immunocompromised] state or [cancer].

8. Postoperative Hemorrhage and Hematoma
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Quality Measure Number of events per 100 discharges of population at risk
Numerator Discharges with ICD-9-CM codes for [postoperative hemorrhage]
or postoperative hematoma] in any secondary diagnosis field AND
code for postoperative [control of hemorrhage] or [drainage of
hematoma] (respectively) in any secondary procedure code field per
100 surgical discharges.

Procedure code for postoperative control of hemorrhage or hematoma
must occur on the same day or after the principal procedure.
Denominator All [surgical] discharges.

Exclude all obstetric admissions (MDC 14 and 15).

9. Postoperative Hip Fracture, In-Hospital Fractures Possibly Related To Falls
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Quality Measure Number of events per 100 discharges of population at risk

Numerator Discharges with ICD-9-CM code for [fracture] in any secondary
diagnosis field per 100 surgical discharges.
Denominator All [surgical] discharges.

Exclude all patients with diseases and disorders of the
musculoskeletal system and connective tissue (MDC 8).

Excludes patients with principal diagnosis codes for [seizure],
[syncope], [stroke], [coma], [cardiac arrest], [anoxic brain
injury], [poisoning], [delirium or other psychoses], [trauma],
[minor trauma and/or physical abuse], indication of [alcohol or
drug abuse], or [self-inflicted injury].

Exclude patients with any diagnosis of [metastatic cancer],
[lymphoid malignancy] or [bone malignancy].

Exclude patients 17 years of age or younger.
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10. Postoperative Physiologic and Metabolic Derangements
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Quality Measure Number of events per 100 discharges of population at risk

Numerator Discharges with ICD-9-CM codes for [physiologic and metabolic
derangements] in any secondary diagnosis field per 100 surgical
discharges.

Discharges with acute renal failure (subgroup of physiologic and
metabolic derangements) must be accompanied by a procedure code
for dialysis (39.95, 54.98).

Denominator All [elective] [surgical] discharges.

Exclude patients with both a diagnosis code of ketoacidosis,
hyperosmolarity or other coma (subgroups of physiologic and
metabolic derangements coding) AND a principal diagnosis of
[diabetes].

Exclude patients with both a secondary diagnosis code for acute renal
failure (subgroup of physiologic and metabolic derangements coding)
AND a principal diagnosis of [acute myocardial infarction],
[cardiac arrhythmia], [cardiac arrest], [shock], [hemorrhage] or
[gastrointestinal hemorrhage].

Exclude all obstetric admissions (MDC 14 and 15).

11. Postoperative Respiratory Failure
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Quality Measure Number of events per 100 discharges of population at risk

Numerator Discharges with ICD-9-CM codes for acute respiratory failure
(518.81) in any secondary diagnosis field per 100 surgical
discharges.

Denominator All [elective] [surgical] discharges.

Exclude patients with respiratory or circulatory diseases (MDC 4 and
MDC 5).

Exclude all obstetric admissions (MDC 14 and 15)

12. Postoperative Puimonary Embolism or Deep Venous Thrombosis
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Quality Measure Number of events per 100 discharges of population at risk

Numerator Discharges with ICD-9-CM codes for [deep vein thrombosis] or
[pulmonary embolism] in any secondary diagnosis field per 100
surgical discharges.

Denominator All [surgical] discharges.

Exclude patients with a principal diagnosis of [deep vein
thrombosis].

Exclude all obstetric admissions (MDC 14 and 15).

Exclude patients with secondary procedure code 38.7 when this
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procedure occurs on the day of or previous to the day of the principal
procedure.

13. Postoperative Sepsis
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Quality Measure Number of events per 100 discharges of population at risk
Numerator Discharges with ICD-9-CM code for [sepsis] in any secondary

diagnosis field per 100 discharges in the population at risk.
Denominator All [elective] [surgical] discharges.

Exclude patients with a principal diagnosis of [infection], or any code
for [immunocompromised] state, or [cancer].

Include only patients with a length of stay of more than three days.
Exclude all obstetric admissions (MDC 14 and 15).

14. Postoperative Wound Dehiscence in Abdominopelvic Surgical Patients
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Quality Measure Number of events per 100 discharges of population at risk
Numerator Discharges with ICD-9-CM codes for reclosure of postoperative
disruption of abdominal wall (54.61) in any secondary procedure field
per 100 discharges.

Denominator All [abdominopelvic] surgical discharges.

Exclude all obstetric admissions (MDC 14 and 15).

15. Technical Difficulty With Procedure
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Quality Measure Number of events per 100 discharges of population at risk
Numerator Discharges with ICD-9-CM code denoting [technical difficulty]
(e.g., accidental cut, puncture, perforation or laceration during a
procedure) in any secondary diagnosis field per 100 discharges.
Denominator All [medical] and [surgical] discharges.

Exclude all obstetric admissions (MDC 14 and 15).

16. Transfusion Reaction
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Quality Measure Number of events per 100 discharges of population at risk
Numerator Discharges with ICD-9-CM codes for [transfusion reaction] in any
secondary diagnosis field per 100 discharges.
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| Denominator

| All [medical] and [surgical] discharges.

17. Birth Trauma - Injury to Neonate
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Quality Measure

Number of events per 100 discharges of population at risk

Numerator

Discharges with ICD-9-CM codes for [birth trauma] in any
diagnosi s field per 100 liveborn births.

Denominator

All [liveborn] infants.

Exclude infants with a subdural or cerebral hemorrhage (subgroup
of birth trauma coding) AND any diagnosis code of [pre-term
infant] (denoting a birth weight of less than 2,500 g and less than
37 weeks gestation).

Exclude infants with injury to skeleton (767.3, 767.4) AND any
diagnosis code of osteogenesis imperfecta (756.51).

18. Obstetric Trauma (All Delivery Types Reviewed in One Indicator)
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Final Definition: Obstetric Trauma - Vaginal With Instrument

Quality Measure

Number of events per 100 discharges of population at risk

Numerator

Discharges with ICD-9-CM codes for [obstetric trauma] in any
diagnosis or procedure field per 100 instrument assisted vaginal
deliveries.

Denominator

All [vaginal delivery] discharges with any procedure code for
[instrument assisted delivery].

Final Definition: Obstetric Trauma - Vaginal Without Instrument

Quality Measure

Number of events per 100 discharges of population at risk

Numerator

Discharges with ICD-9-CM codes for [obstetric trauma] in any
diagnosis or procedure field per 100 instrument assisted vaginal
deliveries.

Denominator

All [vaginal delivery] discharges.
Exclude [instrument assisted delivery].

Final Definition: Obstetric Trauma - Cesarean Section

Quality Measure

Number of events per 100 discharges of population at risk

Numerator

Discharges with ICD-9-CM codes for [obstetric trauma] in any
diagnosis or procedure field per 100 cesarean deliveries.

Denominator

All [cesarean delivery] discharges.

LON&EITDN9DY

McDonald K, Romano P, Geppert J, et al. Measures of Patient Safety Based on Hospital Administrative Data: The Patient Safety Indicators. Technical
Review 5 (Prepared by the University of California San FranciscoBStanford Evidence-based Practice Center under Contract No. 290-97-

0013). AHRQ Publication No. 02-0038. Rockville, MD: Agency for Healthcare Research and Quality. August 2002.
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Management Excellence

The Performance Excellence “The Journey is the Destination”

Bawdin Wijarn

1. Continuous Change...
“It’s not the strongest species that survive, or the most intelligent, but the most responsive
to change. ” - Charles Darwin

Cause..Speed of change:

New economy:

e In the old economy, efficiency of tangible assets such as entity, people and
money were main management themes

® To win in the new economy: maximize intangible assets which were not shown
on the balance sheet is a key for success

Technology change: from wireline to wireless

Industrial competitive factors: threat of new entrant, bargaining power of suppliers,
bargaining power of buyers, threat of substitute product or services, rivalry among
existing competitors

Source of competitive advantage, the value chain
customer requirement, other..

Effect...Readiness for changes?: organization change, new paradigm, other..

2. Where we want to be...?

Benchmarking: domestic, regional, global, worldclass

e Jump start / breakthrough performance improvement

Step by step of goal setting

What is the key differences between Quality Management and Performance Excellence

Yesterday/today: management of quality system (->improve productivity — time,
cost, quality, quantity, satisfaction)

Today/tomorrow: quality of management system (-> improve management system —
value to patients and other customer, contribution to health care quality)

Performance: output results obtained from process, products, and services that permit
evaluation and comparison relative to goals, standards, past results, and other
organization. Performance might be expressed in nonfinancial and financial terms.

The Performance Excellence (Health Care): an integrated approach to organizational
performance management that results in:

Delivery of ever-improving value to Patients and other customer, contribution to
Health Care Quality.

Improvement of overall organizational effectiveness and capabilities as a Health
Care Provider.

Organizational and Personal Learning

Past success can’t guarantee future success
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3. How can we get there?

® The Holistic View of Performance Excellence...(Holistic approach: How does the
whole system work together? What are the parts of the system? How do we align the
parts to achieve vision and strategy?)

1. Performance Management Model

s AlS Dipl.-Ing. Bawdin Wijarn
3.1 Performance Management Model
Plﬂﬂ J
(Direction)  Plan Do& Check Act Outcome
(D)Balanced (F)
Scorecard || Improvement
Prevention
(B)Self
© Assessment || -Process
tratagic Business (E) = ';‘;‘.O"}pe*e NCY || Business
Develo ngerﬂ' Plan || Operation Risk -Rer' ormance || pesults
p Management || ~ eengineering
-TQC, TQA, TQM
(A) -6Sigma
Benchmarking || - AB-Costing
-AB-M t
Other Tools || -etc.
Mar 2003 The Performance Excellence | Next»> I 19
2. Benchmarking
s AlS Dipl.-Ing. Bawdin Wijarn
3.2 Benchmarking
World Class
In MBNQA: Global Benchmarking
Refer to identifying L y
processes and results In MEBNQA:
that represent best I I Competitive
zt:::::a::: for comparisons relate
similar activities Stra fegi'(: Benchmar‘king ;:g;:lrz’::nt:; to that
inside or ocutside of competitors in
organization's

b market
industries i I I I

Process Benchmarking ] <::> Compeftitive Benchmarking

il 1l

Reverse Engineering
l Internal Benchmarking J

Mar 2003 The Performance Excellence 20




s AlS Dipl.-Ing. Bawdin Wijarn

(Balanced) Benchmarking Modelis

Knowledge of self

1. What do we 2. What are
benchmark? our practices?

Analyze
Finding

4. What practices 3. From whom
can be adapted? can we learn?

Mar 2003 The Performance Excellence 21

3. The Performance Excellence Models: MBNQA, EFQM, TQA

s AlS Dipl.-Ing. Bawdin Wijarn

1) Baldrige Criteria for Performance Excellence

ORGANIZATIOMAL PROFILE:
ENVIRONMENT, RELATIPMNSHIP,

ra

and CHALLENGE

5
2
HUMAN
ARG RESOURCE
85 points FOCUS
85 points 7
1 BUSINES
LEADERSHIP RESULT
120 points 450 points
3 6
CUSTOMER PROCESS
and MANAGEMENT
LM ARKET FOCUS 85 points
85 points
FOCUS on PATIENTS, 11 ORGANIZATIONAL
OTHER CUSTOMERS, 4 PERFORMANCE
and MARKETS INFORMATION and ANALISIS 90 points RESULTS

Teotal 1000 points

Mar 2003 The Performance Excellence 26

Value & Concept:
- Visionary Leadership
- Customer-Driven Excellence Patient-Focused Excellence
- Organizational and Personal Learning
- Valuing Employees(Staffs) and Partners
- Agility
- Focus on Future
- Managing for Innovation
- Management by Fact
- Public Responsibility and Citizenship(Community Health)
- Focus on Results and Creating Value
- System Perspective

4. TQA Criteria for Performance Excellence

5. Strategic Management
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Dipl.-Ing. Bawdin Wijarn

3.5 The Strategy Development and Deployment

Mission
Why we exist?
| Core Values ‘

U/hat we helieve in2
Vision

What we want to be?

Strategy
Our game plan?

J L

Balanced Scorecard
Implementation and focus?

Strategic Initiatives
What we need to do?

Internal
Environmental
Analysis

External
Environmental
Analysis

Strategic Outcomes
Satisfied Delighted Effective {'AOTIVﬂfEd and Prepnret{
Shareholders Cusfomers Processes Workforce

Mar 2003

The Performance Excellence

| «Backig I 39

6. Balanced Scorecard and Performance Management
A Balanced Scorecard...A management instrument that translates an organization’s
mission, vision, strategy, and business direction into a
comprehensive set of performance measures to provide a framework for

management decision making. The scorecard measures organizational performance
across several perspectives.

& ars

Dipl.-Ing. Bawdin Wijarn

3.5 The Strategy Development and Deployment

| Mission |
Why we exist?

Core Values
Internal What we believe in2 External
Environmental Vision Environmental
Amlysis What we want to be? Analysis
Strategy
Our game plan?

Balanced Scorecard

Implementation and focus?

Strategic Initiatives
What we need to do?

Strategic Outcomes

Satisfied
Shareholders

Delighted
Cusfomers

Effective
Processes

Workforce

fl\ohva‘red and Prepurecr

Mar 2003

The Performance Excellence

«Backey I 39

We think globally, act locally

100



Knowledge Management “Capitalizing and Leveraging your Knowledge”

Bawdin Wijarn

. The Dynamic of Change
Internet user: ‘at home’ & mobile user will increase more than ‘at work” user

1
o
e Convergence into InfoCom INdustry

2. The Competitive Edge “"The Value Creation through the Human
C

[ J

apital”

Importance of resources in value creation: Human 43%, Monetary 19%,
Organizational 17%, Relationship 15%, Physical 6%

w

. The Integrated Learning System

e The Alignment Model: From mission & vision to behaviour (competency) &
learning dynamic

e The Faster Organizational Learning through: Competency Management,
Learning Organization, Knowledge Management, Blended Learning

e The Organizational System

Characteristic Traditional Learning Developmental
Orientation Training Learning Development
Expectation of Improved SKA Continuous Org renewal &
growth & learning competitive
development readiness
Focus of Knowledge Application & Change and
development acquisition reflection continuous
activities growth &

development
Outcome of Comprehension Mastery and self- | New meaning,
development awareness renewal,
performance
capacity
HR role Status quo Employee Performance
champion consultant OD

change agent

e Competency Management
e Changes in learning paradigm

Learning Today

Learning Tomorrow

e Is an Event

e We learn continuously

e Takes place in a class-room

Anywhere

e By Anyone, Anyhow, Anytime,

e s passive absorption of
information

e [sinteractive, self-directed,
exploration

e TIs Reactive, Gap-filling

e [s Proactive, Innovative

Job

e Is Pre-Demand and Off-the-

e On-demand, On-the-Job,
Needs Based
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e Trainers as authority and e Trainers as facilitators of

source of ‘knowledge’ learning

Individual Learning e Team Learning

e The AIS Way of Learning (Engineering)

Everybody is responsible their own learning. Managers support and
direct their team members’ learning and act as coaches for their own
teams.

Learning is a continuous process and support widening of experiences
across units, functions and regions.

Everybody should learn from one another and competencies are
spread by active networking across boundaries within the
organization.

Deep learning occurs when training is combined with practice.
Practical work is used as the learning situation and learning through
assignments and projects is encouraged on the job and on
development programs.

e Elements of Competency:

Skills: Ability to perform a certain mental or physical task
Knowledge: Information an individual has in specific content areas
Values: An individual attitudes, self-concept, or self-image

Trait: Physical characteristics and consistent responses to situations
or information

Motive: The things that drive an individual to act

e Knowledge and skill competencies tend to be visible, and relatively
surface. Values, trait, and motive competencies are more hidden, the
underlying characteristics and help to predict human behaviors and
actions.

e Competency model:

Technical/Functional Competency (Work Area Competence) —
Competence and skills needed for the specific work- function, job
task, process or occupation

Managerial/Professional (Business Competence) — Competence
related to our companies business

Generic/Personal Attributes (Social Competence / Acting Ability) —
Competence related to working in teams, communicating, ability to
take initiative and convert theoretical knowledge and experience into
action. leading to the required results

e Learning Organization & Knowledge Management
e learning ?

1.
2.
3.

Learning Methodology t2n1338n15138ug
Learning Environment &519ussenndlunisizaus
Learning Opportunities &519lan1&lunisizaus

4. Learning Communities &35194uLULUINTIIEIUT
e What is Learning Organization?
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Peter Senge (1990) na1'lii1 asdnsidanis3ausda amumﬂamnﬂu
mmsnwmﬂﬁnﬂmwmaommao"l,mamamamaa mmsnaswwamumum
grorinvane'ls Lﬂumﬁommﬂunnmsﬂmuu 9 iaINUAILNIAUNEL A
Lmauﬂunaasmmaswusouuma‘laLLauLﬂumi’i\amnﬂumatsnus"i%ms
BaugIUiU
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6 AlS Dipl--Ing. Bawdin Wijarn

Our Approach...All of the Best...

Peter Senge Mich; Tar gy dt David A. Gavin
watnansGoug sznﬁ;h!“]. aiiazun
(Systerns Thinking) / jl earning Dynamics) (Systematic Problem Solving)

mafmdluadiadluszny

O'_‘.\_-;.,l_h'\-f / madTunliounanns gmzrm.u.h*-fin"- il 7
(Personal Mastery) Organization TransformaKogl (Experimentation with New approaches)
- S ary K4 ~ala - .'i & -
AR IUAR 3. NFDDETH I 3 171315 003 010U E UM sunaziFoaluoin
(Mental Madels) (People Empowerment) (Learning from their Own Experience and Past history)

( )-7"'“ T e 4. ndamafuesAnag \91 winmilszaunaaiua: 3 mandngavesdo
(Shared Vision) (Knowledge \lil"f'ﬂt"“f"f‘/ (Leamning from Experiences and Best Practices of Others)
' :ln etk 5. nilszand 1ma Tulad Sﬂl BINIANTI pusai ez ilazaninm

(Team Leaming) 'echnology Application (Transferring Knowledge Quickly and Efficiently)
Mar 2003 2002 \'IETeﬁfzd Learning System 24

Learning Organization profile:

1.
2.

3.

4.
5.

Learning Dynamics: Individual, Group/Team, and Organization
Organization Transformation: Vision, Culture, Strategy, and Structure
in the organization

People Empowerment: Employee, Manager, Customer, Alliances,
Partners, and Community

Knowledge Management: Define, Capture, Create, Share, Use
Technology Application: Information System, Technology-Based
Learning, and Electronic Performance Support System

“Knowledge Management is the leveraging of knowledge in an
organization for the purpose of capitalizing on intellectual capital”
Knowledge: “The sum of what is known: a body of truths, principles, and
information that, in a business context, guide operation”
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e Type of Knowledge:

> Explicit Knowledge - that knowledge that we've been fortunate
enough to record

» Embedded Knowledge - that knowledge which is infused in our
business process

» Tacit Knowledge - that knowledge which resides in peoples’ heads.
This is the most intangible intellectual asset of them all-and the one
we often take for granted (competitive advantage)

e Unique characteristic of knowledge - high value added, no depreciation
e Why? Are you ready for the new economy?

e In the old economy, efficiency of tangible assets such as entity,
people and money were main management themes

e To win in the new economy: maximize intangible assets which were
not shown on the balance sheet is a key for success

e How much is the company worth?
e Data — Information — Knowledge (more human, add value)
e Data: unfiltered fact & observation
e Information: data with context, patterns
e Knowledge: predictability, information with meaning, individual
e Behaviour: decision, action
e How can we start?

e What? " Learn from best practices and lesson learned ” ----> Model
& Framework

e How?..."Just do it, you will learn more and be insight.” ---->
Learning&Improvement

e Promote Environment...

& Aais Dipl.-Tng, Baudin Wijarn

How?.,

Intellectual Capital Management Model

Inputs > Knowledge Managemen> OquuTs)

Processes&Enabler

inancial
Enablers —DF

" Performance
Existing § Changes in
Enfgﬂealdud »| & Tntellectual

apitals g Capitals
Stocks & bl tocks

ASTD: American Society for Training and Development

Mar 2003 2002 Integrated Learning System 33

e KM enablers:
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e Leadership; Structure; Culture, behavior and communication;
Technology and processes; Reward and recognition; Measurement;
Knowledge, Skills, abilities, and competencies; Management

& ais

Dipl.-Ing. Bawdin Wijarn

How?..

Knowledge Management Activities

Defining Creating Capturing Sharing Using
Intellectual Intellectual Intellectual Intellectual Intellectual
Capital Capital Capital Capital Capital
defining core | | trainin || building best-practice || sharing best | Learning and |
competence 9 dotabases practices erformance
establishing " farming
staffing Succession h”"";"g yellow knowledge decision moking
reguirements planning page: networks
setting " farming online strategic
competency market research building expert diseussion planning
- directories

requirements groups

depl e
writi ng JF)b <o m'pfz'hhve creating knowledge bt “f{"i?!i:"“:;‘::‘ product
descriptions intelligence repositories systems development

defining core selection and total quality deploying | | marketin |
rocesses recruitment management intranets 9

defining market |dznT|fy|ng. core data-warehousing deploying | | forecasting |
segments competencies extranets
identifying
potential partners, best-practice process internal
N documentation N
suppliers or searches and reenqineerin communications
distributors & 9

writing manuals

H benchmarking

Mar Ziu-me

external e

communications
35

Knowledge Conversion Process

e Socialization: sharing and creating tacit knowledge through direct

experience

e Externalization: articulation tacit knowledge through dialogue and

reflection

e Combination: systemizing and applying explicit knowledge and

information

e Internalization: learning and acquiring new tacit knowledge in

practice
Knowledge transfer system

& ars

Dipl.-Ing. Bawdin Wijarn

Tacit and explicit

lno

Is the Tacit
knowledge =

““5 types of Knowledge Transfer systems..vecision Tree

Will the same team be yes
using what has been o d Serial Transfer
learned?

Is the impact
an the whole
Tacit? organisation?

‘meeting”

‘strategic focus”

yes Strategic

Transfer

lExpth

‘exchange”

Far Transfer

no
o 15"
Is the task yes
routine and = Near Transfer
frequent?

“e-forums”

no
Expert Transfer

Source:

"Common Knowledge - "How
companies thrive by sharing what
they know.”

Nancy M. Dixon, 2000, TSEN
0-87584-904-0

Mar 2003 2002 Integrated Learning System

Nexts> I 38
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Blended Learning

& ars

Blended Learning... Learn to Learn

Dipl.-Ing. Bawdin Wijarn

Get Together, Build
Community, Live i, Do it

Learn from

Collaboration
Discuss it practice it with
peer

Learn from

Interactive
Examine it, Try i, Play it

Read It See It Hear it

Blended Learning

i 'l‘__
ﬁ?‘a Faceto-Face

Experience Based Learning

Collaborative

CBT/WST Modules, Self-Directad Multimedia
‘Learning Object, Interactive Games,
Coaching and Simulation

Internet

Mar 2003 2002

Integrated Learning System 46

S ais Dipl.-Tng. Bawdin Wijarn

The possible E-Learning Application
=
o
G
.2 | Virtual Class Room | [Web Based Learning| | Multimedia Based Learning eLAB
a (ve) BL)
< Tee— —
g - VDO Conference - Intranet - Computer Based Simulati
@ | - Virtual Class - Extranet Training{(CBT) B Tlm: T:':l"
= Room via Learning| | - Internet (Off-Line) - :s €

Space - CD-ROM Based - ete.
- Other Media
= - Blended learni
|- Management _ Structured " - Self Study -oJT
Q Brief f - Experiment
s |- Distance learnin Laarning - Testi
L] 9| | - Online Info ng
- Self A t
Mar 2003 2002 Integrated Learnhing System | <«Back I 47

Make thing happen, just do it now
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D: Define Project Charter

Define Customer

Define Customer Requirements
Define Process Map

Identify Key Measures

Establish Data Collection Plan
Collect Data

Calculate Sigma level

Calculate Cost of Poor Quality
Analyze Data and Process
Develop Hypothesis

Identify Root Cause

Validate Hypothesis

Generate Ideas to Remove Root Cause
Determine Potential Solutions
Run Pilot Project to Test Solution
Standardize Solution

Measure Results

Define Project Charter
Define Customer
Define Customer Requirements
Define Process Map
Identify Key Measures
Establish Data Collection Plan
Collect Data
Calculate Sigma level
Benchmarking

Analyze Critical Elements
Analyze Data and Process

Identify Best Practices

Design New Process
Refine New Process
Small Scale Test
Standardize Solution

Measure Results
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C: Plan for Full Implementation Plan for Full Implementation
Develop Standard , Document , Training , Measure to Maintain Performance
Monitor Performance Monitor Performance

Corrective Action As Needed Corrective Action As Needed
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UNTIW (Champions)
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af7w (Project Leaders)
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mmqmmuwi”ammiwﬁ'ﬂﬁ%%mwLﬂuugwﬁ (dying in peace with dignity)
1. ﬂ’]i@LLaLﬁaUﬁm’lﬂ’J’l&lL%‘]J‘]J’m%%a‘ﬂill’luaﬂﬂdLﬁﬁJﬁlunﬂizElmla\‘liiﬂ (control of pain or with
other treatable symptoms) Vﬁﬁﬂﬁﬂi:ﬁwfuﬁaﬂ&iﬁm@mL'i'ﬂﬁ;jﬂaUL%H%%ﬁaunmé'umi i
Fzduminszvinlasassvadunne (euthanasia) H3aunn sTaﬁTuagu’LﬁLﬁ@mim:ﬁqu

(assisted suicide)

A

2. ﬂ'ﬁlﬁaﬂi:ﬁunﬂﬂﬁmhiaﬁl,ﬁam%ﬁmﬂd}”ﬂwaﬂ"mmm:au (appropriate use of life-sustaining
technology) @1wmMInwenItilsn fflen wazqunindialassinvesyihouszasannis vaitlal
AT I I AU FTINTE (prolonged death) &uanaduinglirilsuazasauaialdiu
mmnﬂimmw,ﬁm‘fu

3. ﬂwsﬂizawuawuius:%dﬂaﬁuqmmwLﬁaslﬁLﬁ@minggﬂam:m:q@ﬁmmamqu?ﬁﬁmmy 2
Fau uazindiggnms saansesnuanuInduLazanudaInasfiiouszaTaueid LAl
mﬂﬁiagaﬁﬂm%mﬁﬁﬂaﬂ‘vﬁamam%ﬁ LﬁﬂiﬁawamaiwmuLLN%LL@:@T@%M%Lﬁanmsgua
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msguagﬂamwzq@ﬁwﬂluﬁwuﬂﬁaLflummLﬁmil"adﬁ'umwunﬂﬁmmmmzﬁtymmm
TAUGINAIZA LL@iluSﬂﬁﬁu%ﬁoLﬂﬂﬂﬂﬁﬁhﬂﬁﬁ'@%ﬂaaqmmm:é’muﬁﬁﬂa“ﬁaa AT
yaanininaunngdaziulamalumamamdminuazninansaiue s Iw (professional
development) uaziiumanaundalauazinTygrmiunureInTauATILATTNTY é’mlw"l,ﬂg'(éﬁmuﬁ
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