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Tai sao chiing ta can cai thién
chat lwong chim séc y té?




Cap ctru, bénh vién chung t6i dang chay!
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e Bénh vién cong: thei gian che doi
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Bénh vién trong mong doi cua

mot ngwoi bénh
e Chim séc ngwdri bénh véi s déng cam
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Mot ngwei bénh bij rudt thira cap, da kham
nhiéu bac sy nhwng chi dwoc diéu tri triéu
chirng. Bénh nhan da dwoc lam nhiéu xét
nghiém tham do va rat lo lang vi chan doan
lach to. Cudi cuing bénh nhan dwoc xac dinh
la ap-xe ruot thira.

Van dé chat lwong la gi?
Lam sao chung ta biét duwoc?

Lam sao ching ta c6 thé ngian chan duwoc?
Ai la nguoi chiu trach nhiém?




@ Hieatthutané Aespiedifaticnlitasbituté] AhalbEind

Loi ich cua chwong trinh chirng

nhan chat lwong bénh vién
Thoa man
An toan
Dap ung hon
Bio vé quyén ngudi bénh
Cham soc toan dién va tang cuwong surc khoe

Danh tiéng
Giai trinh
Quan tri tot

Chi s0 quoc gia
"ham gia cua cong chung

Thyc hanh nghe nghlep Bao vé khach hang
T6 chirc dua trén kién thirc. Tiép can dich vu c6 chat hrong
Cam két va tham gia St dung c6 hi€u qua cac nguon luc

Khuyén khich veé tai chinh
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Quin 1y chat lwgng lé gi?

Quan ly chat lwvong: diéu phodi cac hoat dong dé hudng
dan va kiém soat mot t6 chirc quan tdm dén chat luvong
(1509000)

Chat lwong: la mdc d0 ma mot loat cac dac tinh cod hitu
dap &ng dd yéu cau (nhu cdu hodc mong doi)

Thwéc do chat lwong
Tiép can duoc, Phu hgp, Chap nhan duwoc
Nang luc, Lién tuc, Bao phu
Hiéu qua, Hiéu dung, Cong bang
Nhan van/Toan dién
Pap wng, An toan, Bung thoi gian e
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Continual improvement of
the quality management system

Management
- ———— - responsibility
f % Customers
Measureament,
Customers [ Resource analysis and }—n — — — — -m= Satistaction
management ,
improvemeant
. Input Product Output
=] Product
equirements >|’r\emlir:atit:mE‘>
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Dap u'ng nhu ciu nguwoi bénh

“Q” Chat lwong
(nhu cau biéu hién bén ngoal

Th Oa_ ma n va bén trong, mong doi), voi

nhitng bién phap tong thé, dua
trén nhirng tiéu chuﬁn‘nghé
nghiép, ton trong quyén va
pham gia ngwoi bénh.

Chat lwong hap
dan
Mdrc do chat lwong

— O -+

Chat lwong mong doi

Noriaki Kano
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“M” Quan ly

K& hoach
Chién lwoc

khoa hoc
Nhom nang

Lanh dao ma&i

Pao tao va
Phat trién

Van héa
tap doan

althienichat

ftiedeig [19epeere
Phat trién \ '
i / ! hoan thanh
Hé thong ky th e . S}V AT
-y s Linking-Pin ua nhan vié

Organization
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“T” Tong thé

 Con ngwoi:
— Moi ngw®i, moi novi, tat ca cac cap bac
— Phoi hop v&i nhau thanh mét nhém
— Phoi hop giira quan ly va nhan vién
« Cong viéc:
— Tat ca hé thong, tat ca cac bwéc
« Khach hang:
— Moi ngw®i, moi nhém, moi yéu cau




Toan b cac linh vue cai thién chat lwong

Organization

Clinical
Population

PUrpoSe puummmms Process guummme Performance
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Murc do 3P
Ap dung
Hoat dong hang ngay
e Cacduv an
e Cacdonvi
* Cac nhém nguoi bénh
e Cac hé thong
* Bénhvién
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Value on Staff

Individual Commitment
Teamwork

Ethic & Professional Standard

Visionary Leadership Nhan
Systems Perspective Vién
Agility
Phu’O’ng hu’O'ng 1 » Khach hang
L Cal thlen Patient / Customer Focus
Creativity & Innovation Focus on Health
Management by Fact | _Community Responsibility
Cont. Process Improvement HQC
Focus on Results tap \/
@dence-based Approach Learning
Empowermen’r
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Chirng nhén chat
lwong bénh vién la gi?
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Nhirng khai niém co ban vé chirng

nhan chat lwong bénh vién

An toan va chat lwong ciia cham séc ngw®i bénh

Tw cai thién/_\

Quéatrinh  DPanhgia
gido duc bén ngoai

Tw danh U Khoéng c6 kiém tra

5B

Coéng nhan

Nhirng khai nieém chinh:
Linh déng, dinh hu’o’ng boi canh
Bién phap he thong, Két hop
Bién phap chac chan
DPanh gia dé kich thich cai thién
Nhirng dac tinh cia CSSK (khéng chac chan, tw chu & giai trinh)

@




Stirc manh cua cong nhan chat
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lwgng

Bénh vién san sang m& clra

Mlc dd hop tac cao, it nhat 1a tam thoi

Culing cb chac chan

Than thién hon nhirng chinh sach ti trén xudng
Khéng ai mudn bj thut Ui

Bién nhirng diéu khong thé thanh c6 thé

Thanh twu dat dwoc du & cap dd ndo ciing dwoc

cong nhan

)




Xay dyng chwong trinh
chat lwgng & Thai Lan
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Chworng trinh chat lwong

tai Thai Lan

Tinh than

Bénh vién tang cwdng strc khoée (HPH)
Kiém dinh

Chirng nhan chat lwgng bénh vién (HA)

Cai thién chat lwong/Quan ly chat lwong

QLCL tong thé & Tinh than
8 Bénh vién cong HA

by, . Cong nhan HPH Cham soéc
Tﬁx Egzi" Chirng nhan y té nhan dao
HA ban 1
93

Tiéu chuan
A/HPH Ban 2 HA Plus
3 buwo
95 97 99 01 03 05

07 09 11 (‘%3
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Dw an cai thién chat lwong tong thé

Buwéc dau tién la hoc hoi lam thé nao ap dung
hang loat cac cdng cu cai thién chat lwong.

Cac cong cu co ban: 5S, hé thong goiy
ESB (Excellence Service Behavior):
VD:Nét mat, anh mat, nu cudi, chao hoi, tham
hoi
Lam viéc nhém: ddng n3o, cong cu quyét dinh(multi-
voting)
Cac buéc CQl
Cac cong cu cho y twd'ng va sod liéu: biéu d6 méi quan hg,
biéu d6 canh cdy, cic loai biéu d6 dac biét la biéu d6 G

ki€m tra



Nhirng giai doan cua tién hanh

chét lweng

\Q
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‘ Chudn bj ‘ ‘ Phat trién ‘ ‘ Thye hién ‘ ‘ Cong hwdng
Quan ly Dy an thi diém Pon vi t8i wu C3u triic
2EDIE (SS, RM, QA, CQl)
Hoi thao KV n3
Tam nhin va 1 > y hang
, , nhiém vu Két ho'p chiéu ngang
Cau tric cua chat L T Ha thén
lwong Ké hoach chién - o Iwngg
-Dgi lanh dao I ieu doc e
-DGi diéu phdoi u.’Q’C . : -Boi thwong
Giao tiep
Panh gia co ban Theo d6i hiéu qua —
‘Nhu cau khéch hang Giao duc
- Moi trwong
-Tuan tha theo nhirng
tiéu chuan
()




Chu de
Hiéu biét ban dau

Két ludn ré rang
Cam két,
HO tror

Chung ta mudn
dat duvorc gi?

/4

Thuwec tién
Ai/Cai gi/Cho nao
Bao nhiéu 3

Lwa chon
Diéu gi c6 thé

ang ta co thé 13

adapted from ‘Coaching for Performance’ by Sir John Whitmore
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Xem xét lai tiéu chuan bénh vién SSO va chirng
nhan chat lwong bénh vién (HA)

Nhwng tiéu chuan cla cac nwdc khac

Dung ky thuat Delphi dé dat dwoc sy dong thuan

Tién hanh & 35 bénh vién thi diém

Chinh stra lai nhirng cau truc tiéu chuan tw
nhirng tiéu chuan don vj dac thu thanh nhirng
tiéu chuan chung va ding tiéu chuan déc thu
nhw nhirng hwdng dan dé tw danh gia

()
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HA Standards 1996 o o
11 TS chirc nhan su y té 13 Quyén nguoi bénh
(Golden Jubilee Version) 12 Quan 1y diéu dudng 14 Pao dirc tb chirc

Nhirng tiéu chuin va
Pao dirc nghé nghiép

Quyén nguoi bénh
Va dao dirc cua to chire

Cam két cai thién Nguén lue va quan ly

r hV r N\ o A h
Chat lwgng Riii ro Cham soc nguwoi bén

15 Nhom lam viéc

1 Lanh dao 3 Piéu phoi cham séc 16 Chuan bi bénh nhan
2 inh huéng chinh séch 4 HI?M & HRQ ‘ 17 Danh gia va ké hoach
5 Moi truong va an toan 18 Cung cap dich vu chdm soc
6 Thiét bi 19 Bénh an
7 H¢ thong thong tin 20 K& hoach ra vién & Cham séc lién tuc

Qua trinh chat lhrong

8 Chat luong chung
9 Chat lugng 1am sang

10 KSNK m
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Dv an chirng nhan chat lwong bénh vién

Chung toi da lam gi?
* Quan ly co hoi
* Tiéu chuin bénh vién SSO tap trung vao hinh thirc tham dinh
* Dung khung toan dién
* Bao trum toan bd tod chirc
* Khuyén khich mé hinh luan phién
* Chirng nhin chat lvong la mdt qua trinh gido duc
* Tw do kiém tra trong giai doan R&D

Cai thién chat lwong

“lhirng tiéu chuan HA

Ban 1
—1 Chirng nhan HA
Ban 1

93 95 97 99 01 03 05 07 09 11 13
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Voluntary Process

Educational Process, Not Inspection
Encourage Civil Society Movement

Self Reliance, Independence, Neutral
Emphasis Self Assessment & Improvement

HA iject‘

Organization Alignment ‘ PllOt HOSpltﬂlS \

Multidisciplinary Team
Med Staff Org cie e
Clinical Quality 1Mitiatives

Workshops

Consultants Adapt
Risk Management P . .
Self Assessment Seek more information
| Internal Survey Creativity

Trial
Learn

Knowledge ¢

Solutions 4m Questions €=
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 Xay dwng don gian, khéng can ly twédng

« Co cau phu hop vé&i tinh hinh dat nuwéce

. Hai hoa gira dé dang danh gia va lap cackhoang
trong

« Mbt nlra sb cac bénh vién co kha nang tuan tha
trong vai nam
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3 bwéc cdng nhan chat lwong bénh vién

Céng nhan chat lwong bénh vién(HA)

Cai thién chat lwong/Quan ly chat lwong

3 bwéc cua HA

93 95 97 99 01 03 05 07 09 11 (‘%3
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3 budéc ciia chirng nhan chat lwong bénh vién

Chién lvgc dé dat duogc suw chap thuan va ma rong bao phu

Buwéc 3: Van hoa chat lwong
Xac dinh co hoi cai thién tir nhirng ti
Tap trung vao cong hwéng, hoc héi va

Bwéc 2: Cai thién va bao dam chit lwong
Xac dinh co' hoi cai thién tir muc dich va
muc tieu cua don vi

Tap trung vao cai thién qua trinh chinh

Bwéc 1: Phong ngira nguy co

Xdac dinh co hoi cai thién tir 12 phwong phdp danh gia
Tap trung vao nhirng vin dé c6 nguy co’ cao

C)
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Kiém tra chat lwong :

Cong cu dé xac dinh truwong hop buée 1

Medical Record Review

Assessment Planning Implementation Evaluation Discharge

Bedside Review Other Reviews
Risk & Care Customer Complaint Review
Communication Adverse Event/Risk Management System
?ggﬁ'\”ﬁ:}?’k& D/C plan Competency Management System
HRD Infection Control

Environment & Equipment ~ Drug Management System
Medical Record Review

Resource Utilization Review
KPI Review

¢)




An toan ngwoi bénh

Maternal

& Neonatal
Morbidities

HAI
BB

(VAP, Sepsis)
Infusion Pump ADE
Clinical Alarm System
Drug Reconcile
Fall
Influenza m
Surgical Fire

Nhirng muc dich ATNB lan1

Kiém tra chat lwong ﬂ
{ -

93 95 97 99 01 03 05 07 09 11 13
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An toan ngwo’i bénh

Patient Safety Goals / Guides : SIMPLE

SSI Prevention
Safe Anesthesia
Safe Surgery Correct Procedure at Correct Site

Surgical Safety Checklist

Infection Control ——

i isi Medication & Blood Safet
Readmit, ER revisit edication & Blood Satety

Death / CPR
Complication Patient Identification
2 . . Communication (SBAR, handovers, critical test
ADE & * ADE Patient Care Process results, verbal order, abbreviation)
NI & ?NI Proper Diagnosis
Line, Tubing, Cathether Preventing common complications (Pressure
Refer ! & Ulcers, Falls)
Incident Miscomectn
Unplanned ICU
e Emergency Response
Anes complication

Surgical risk

Maternal & neonatal  Nh{rng muc tiéu ATNB thr 2

Lab

Blood - _—
Pt Complaint Cong cu khoi dau
Nurse supervision _

Nhirng muc tiéu ATNB thw 1

Kiém tra chat lwong

\331
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An toan ngwdi bénh |

HINDSIGHT BIAS

Kiém tra va
Thiét ké lai

Before the After the
Accident Acciden
>|

Kiém tra chat lwong

294 Vv
)
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Dién dan quoc gia vé chirng nhan chat luwong
Mot dién dan dé biéu duong, chia s¢ va van dong

15t (1999): Quality Improvement to Serve the Public

2"d (2000): Roadmap for a Learning Society in Healthcare
3rd (2002): in a Complex System

4th  (2003): Best Practices for

5th  (2004): for Balance of Quality
6t" (2005): : A Holistic Way to Create Value
7th  (2006): Innovate, & Measure

8th  (2007): Healthcare

gth (2008):

10t"(2009): Healthcare

11th (2010): Flexible & Development

12th (2011): Beauty in

13th (2012):

14th (2013):
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Bai hoc tw Thai lan

Cac cbng cu chat lwong la thiét yéu cho cai
thién chat lwong

C4c gia tri chinh rat kho hiéu nhwng can thiét
cho cai thién chat lwong bén virng va hiéu qua
Can bang moi viéc

Cac cbng viéc theo bac thang cdng nhan chat
lwong

Tiép tuc thwe hién cai thién chat lwong
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Nhirng go'i y cho cdi thién chat lwong & Viét Nam

« Bién cdng viéc nay thanh dé dang va vui vé doi
v&i tat cd moi nguoi

« Tatcadi cung nhau, khong dé ai bi tut hau

« Dirng vOi phan xét thanh céng hay that bai ma
hay tran trong cac gia tri & giai doan dau.

« Si dung s gilup d& va chia sé cla ban dong
nghiep
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