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PREFACE

There is a new frontier emerging in the Total Quality Man-
agement/Continuous Quality Improvement Movement in the
not for profit sector. From the earlier beginnings of quality
control through to the initial development of quality assur-
ance approaches, the non-profit sector has adapted to the
shift of quality improvement as a business strategy.

As the fiscal pressures mount on health care provides to do
more with less resources, the consumer movement is
demanding an answer to their toughest questions: What are
your results of providing care and service? Consumets are not
satisfied with for profit marketing slogans of "we are doing
our best!" Health care consumers want to know about
outcomes. We are measured and evaluated by the results
achieved.

The new frontier is defining, measuring and managing patient
outcomes. The logical extension of this emphasis on
outcomes is defining the performance results for the new
leading edge of "the healthy community". The shift from
agency based outcomes to population based outcomes is the
next big paradigm shift set to embrace and engulf the not for
profit sectors.

In this book, the authors Percy Leung and Peter Chan ex-
plore and deveop the foundation and underlying principles
related to Total Quality Management/Continuous Quality

Improvement. Using a time honored approach of "classical”
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quality improvement, the authors explore the principles, the
action plan, the tools for implementation, standards, quality
monitoring, quality improvement teams and customer ser-
vice. Throughout their book, Percy Leung and Peter Chan
explore the building blocks to address the ultimate questions:
"Is there potential for improvement!" and "What strategy
and action is needed to produce the potential for improve-
ment into a tangible improvement resule?"

As readers of this book apply the knowledge gained, it is im-
portant to consider the transformation process from Total
Quality Management/Continuous Quality Improvement to
the new frontier of outcomes. What are the outcomes to be
measured for a "healthy community"? What are the social
determinants of health that operate outside the health care
delivery system? What are te significant epidemiological
indicators of improved health status in this community?
These are the questions at the new leading edge of outcomes
management. Enhanced collaboration, teamwork and system
thinking will be absolute requirements in this new frontier.
The Richmond Hospital has adopted the Continuous Quality
Improvement as its management strategies since 1990. Since
then, Peter Chan, as member of our management team, has
been working closely with me in our continuous efforts to
meet and to exceed our patients’ and families’ expectation.
He has taken special training program in Total Quality Man-
agement/Continuous Quality Improvement such as courses
offered by Juran Institutes and attended many related
national conferences and seminars. He has been instrumental
in establishing the Quality and Utilization Improvement pro-

cess for the Patient and Family Counselling Department and
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the Geriatric Program. In the hospital 1992 accreditation, the
Patient and Family Counselling Department was commended
for providing exemplary services and was considered the best
department that the accreditors had ever surveyed. Peter
Chan has been working towards transforming the Geriatric
Program into the Centre of Excellence. I am glad that Peter
Chan is putting his knowledge and experience in writing and

I am very pleased to write the preface for this new book.

Kirk Mitchell, MBA, MSC
Vice President, Programs, The Richmond Hospital
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