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‘Life-giving God, who alone bhast
power over life and death,
over health and sickness :
Give power, wisdom and gentleness
to those who follow the example of
thy servant Florence Nightingal,
that they, bearing with them thy Presence,
may not only heal but bless, and shine
as lanterns of hope
in the darkest hours of pain and fear

Florence Nightingale!
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for all their support
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Message

Quality of health care services has been a subject of concern and criticism
of late because of increasing public awareness and expectations and
inability of the health care providers to improve the services and measure
up to the expectations. One of the reasons, perhaps, is inadequate
knowledge among health care professionals about the concept and
techniques of quality management.

“Quality Management in Hospitals” authored by Col. S K Joshi deals
with quality and its application in hospitals in a very comprehensive
manner. It includes the evolution of concept of quality in health care,
various approaches to quality improvement and the systems of certification/
accreditation. It has applied the basic “structure, process and outcome”
approach to each & every department/service in a hospital in a manner that
is simple, practical and easy to understand. Especially well written are the
chapters on various programs for quality improvement as well as the important
issues such as Patients’ Rights, Patients’ Safety, and Statutory Compliance in
hospitals.

Col. Joshi, with all his professional training and experience as a hospital
administrator in public/private sector, has done full justice to the subject.
This book can be very useful to health care professionals—administrators,
clinicians and nurses, interested in improvement of quality of medical services.

I compliment Col. Joshi on his efforts and wish him well

TUKar— ¥

[Surg Rear Admiral V K Singh]
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Foreword

“Quality Management in Hospitals” authored by
Dr SK Joshi is a comprehensive document written
on the subject of quality of healthcare services that
has generated a lot of concern of late. This is largerly
on account of increasing awareness among the
consumers and supported by market forces including
corporatisation, insurance and medical tourism. The
book covering a vast canvas of quality management
in hospitals is going to facilitate healthcare
organisations in understanding and applying the quality management tools in
all their functions.

Besides covering important subject of accreditation, Dr Joshi has
elaborated the concept of quality and how it applies in various
departments of the hospital. This will help clinicians, administrators and nursing
staff to take ownership of quality processes. Similarly, the chapter on
“Important Programmes for Hospital” covering statutory compliance,
Patients’ Safety, Patients” Rights and Clinical Safety programs can be a
valuable support to hospitals.

I compliment Dr SK Joshi, who has used all his past hands-on
experience to help hospitals to adopt the quality management concept
incorporating patient safety in quality of healthcare.

),
TV~
(Girdhar ] Gyani)

Telefax : 91-11-2337 9321, 2337 9621 o E-mail : sg@qcin.org ® Web : www.qcin.org



Preface

“The priceless ingredient of every product
is the Honor and Integrity of its maker”

Slogan of one of the major drug firms?

Andthat would mean honorable intentionsand honest and sincere effortson
the part of the maker because the quality of his product is a matter of honor
to him. It means he has a commitment to ensure that the quality of product
or the service delivered is of a standard acceptable to and meeting the
requirements of his clientele. More than that, as per the modern thinking, it
means the efforts not just to satisfy but delight the customer.

The concept is specially important in the field of medical practice where
awakening to the call of quality has just begun and is still in the early stage. Most
of the staff, be it the doctors, the nurses, the technicians, the class IV staff or
for that matter the management itself, are not well informed about the quality
aspects of the services that they are providing to their patients. Knowledge of
quality management in hospitals can go along way in improving the quality of
health care services. As the old saying goes—“knowledge, without practice, is
sterile, but practice, without knowledge, is blind”. A doctor may be excellent
in his own professional field. However, management, especially quality
managementin health care, isadifferent and specialized field requiring knowledge
and skills in the practice of quality for delivery of high quality services. The
practice of management needs to be guided and perfected through the
knowledge of quality.

This book is a humble effort in clarifying the basic concept of quality as
it relates to a hospital and its various departments/services. It is a practical
approach to improving the quality of services in hospitals. Since quality cannot
be implemented in a piecemeal or patchwork fashion, an effort has been made
tolook atevery department of the hospital from quality angle keeping in mind
the satisfaction of patients, the end users of service.

I have tried to put across, in a simple form, the application of basic concept
of quality (structure, process and outcome approach) in a hospital. Any
comments/suggestions from the readers will be gratefully welcome
(at skjoshi1948@yahoo.com) as there is always a scope for improvement.
After all quality is a continuous process and, as oft-repeated, “a journey and
notadestination”.

S K Joshi
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Abbreviations

AC Air conditioning

ACHS Australian council of healthcare standards

A and E Department Accident and emergency department

AERB Atomic energy regulatory board

AHA Academy of hospital administration (India)

AIDS Acquired immuno-deficiency syndrome

ALS Advanced life support

ALS Average length of stay

ANS Assistant nursing superintendent

ANAES National agency for accreditation and evaluation
of health care (France)

ASSOCHAM Associated chamber of commerce and industry

AST Antibiotic sensitivity test

Autologus Transfusion Transfusion of own blood (collected earlier) to
apatient

BARC Bhaba atomic research center

BLS Basic life support

BMW Bio-medical waste

BTR Bed turnover rate

CCHSA Canadian council on health services accreditation

CCTIV Close circuit television

CI Confederation of Indian industries

CPA Consumer protection act

CPAP Continuous positive airway pressure

COHSASA Council on health services accreditation for South
Africa

CRISIL Credit rating information service of India limited

CSSD Central sterile supply department

CT scan Computerised tomography scan

CQI Continuous quality improvement

DCI Dental Council of India

DG set Diesel generator set

DHS Director health services or Directorate of Health
Services

DMS Deputy medical superintendent
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DNS
DPCC
ECG
EDP
EEG
EOQ

EPF
ESIC
ETP
EU
FAC
FICCI

HOD
HQS

ICCU
ICD
ICU
IPD
ISO
ISQua

JCAH

Deputy nursing superintendent

Delhi pollution control committee
Electrocardiography

Electronic data processing
Electroencephalography

Economic order quantity (system of placing
orders)

Employees provident fund

Employees state Insurance corporation
Effluent treatment plant

European union

French accreditation college

Federation of Indian chamber of commerce and
industry

First information report

Hospital acquired infection

Surface antigen detected in Hepatitis B viral
infection

Healthcare failure mode effect analysis

Health care organization

High dependency unit

Human immunodeficiency virus

High efficiency particulate air filters (filters used
in air conditioning

Hospital information system

House keeping

Health maintenance organization

Head of department

Health quality services (UK)

Human resource department

Intensive coronary care unit

International classification of diseases

Intensive care unit

In patient department

International organization for standardization
International society for quality in health care
Information technology

Intravenous

Joint commission on accreditation of hospitals
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JCAHO

JCI
LAMA
LIC
MCB
MCI / IMC
MD
MICU
MIS
MLT
MRD
MRC
MRI
MRO
MS

MSW
MSQH
MTP

NABL
NACO

NICU
NOC
NS
OPD

PDSA

PFP

PET scanner
PFT

PNDT
PRISMA

PSMP
QCI
QMS
RO

Joint commission for accreditation of health care
Organizations (USA)

Joint commission international (USA)

Left against medical advice

Life insurance corporation of India

Miniature circuit breaker

Medical Council of India

Medical director

Medical intensive care unit

Management information system

Medical laboratory technology

Medical records department

Medical records committee

Magnetic resonance imaging

Medical Records officer

Medical superintendent (Head of the
Organisation)

Medical Social Worker

Malaysian society for quality in health

Medical termination of pregnancy

National accreditation board for laboratories
National AIDS Control organization, Govt. of
India

Neonatal Intensive care unit

No objection certificate

Nursing superintendent

Out patient department

Operation Theatre

Improvement cycle (Plan, do, study, act)
Priority focus process

Positron Emission Tomography

Pulmonary function tests

Pre natal diagnostic techniques

Prevention and Recovery information system for
monitoring and analysis

Patient safety management program

Quality Council of India

Quality management system

Reverse osmosis—a technique of water

purification



SOSIR Ouality Management in Hospitals

STD
PCB
SIRE
SOP
SQC
SWOT
TDS
TLD
TMT
TSSU
TQM
UNICEF

UPS
USAID

USG
USP
VAT

WHO

Sexually transmitted diseases

Public call booth

Systematic incident reconstruction and analysis
Standard operating procedure

Statistical quality control

Strengths, weaknesses, opportunities and threats
Tax deducted at source

Thermo luminescent dosimeters

Treadmill test

Theatre sterile supply unit

Total quality management

United nations international children education
fund

Uninterruped power supply

United states agency for international
development

Ultrasonography

Unique selling proposition

Value added tax (in place of Sales Tax)
Venereal disease research laboratory

World health organisation



Contents

Part One: Quality in Health Care

International Society for Quality in Health Care (ISQua) :

Accrediting the AcCreditors........uuueerieuecrireererenieeenereeeeaesesesesseens 14
Tndian SCEnAFO wamaswsssssresmmsmsmsonsmsssssisssins s 16
Cost of Quality: Economic Feasibility .........cccccovvuruiunrnenenercnccuneee 18
Part Two: Improvement of Quality of Services in Hospitals

How to Improve the Quality of Services in Hospitals ..........cc...... 23
Essentials of Quality Improvement in Health Care Services .......... 23

Improvement of Quality in Health Care: Different Approaches.... 25
Implementation of Quality Management Program in an

8T o 29
Part Three: Certification / Accreditation of Hospitals

3. ISO Certification ......c.ceceueeeeeerueueueeeeereresssnsessessessessesessesssssesesesenes 37

Benefits of ISO Certification ........c.cceeueuerererereensereseresssesesseseaesenes 37

Structure of ISO 9001: 2000 Standards ...swsesssmsmmssssssarsssss 39

Quality Manual .........c.cueemeueeeririniirieseeeeeieeeeresesesssssasssssessessnes 41

4. NABH ACCreditation ........coeueueueueueuceesensesesessnesesesessssssssssassssesenes 46
5. Joint Commission on Accreditation of Health Care

Oiganizanions (JEAHO) v vusasmunmmessmsmusssmmivssssmiss 52

JCI Accreditation Program ..........cceeeeececeerensusssssssssesssssssesesenns 53

6. Ideal Approach to Quality ........ccceueeeeeiueremiirieieirrereee e 57

Part Four: Quality Management at Departmental Level

7. Patient Friendly HOSpital .........c.ceureeccmcinierinieneseeceeeeesesesennens 61

8. Front OffiCe ......ceueuieieeneeeiririnieireeee et se s nnens 68

9. Out-patient Department ...........coceuvueuererueererrserereesenesseesessesessssenes 74

10. EMErgency SErVICE .......cocccriuereeseeesereessssnesesesessssssssssssssssesesesns 80

11. Department of Dental SUrgery .......ccceeueuereererereereseneresesesesesesenns 88

12. Pathology Department .........cccceueererereruressesesenenersssssesesssesssssesssnnns 94

. Radiology Department..........ccceeeueueueurerersusiesessessessesesesesesesesns 101



Quality Management in Hospitals

14.
15.
16.
17.
18.
19.
20.
21,
22,
23.
24,
25.
26.
27.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.
38.

39,
40.
41.
42.
43.
44,
45.
46.
47.

Operation Theatre (OT) Department ...........cccceuencurrensusuenesnsnsens 111
Blosd Baflk ..o 121
Physiotherapy and Rehabilitation Department............ccoeveveeruenenes 128
MatErnity SEIVICES ...ccveveerueriririesruserissesssssssssssssssssssssnesessnsasanas 132
In-patient Areas (Ward URits) ........ccoceeeueercuruimneemsesesisesesccnennans 138
Intensive Care Unit (ICU) .. c.aumimmniamsasmarmmsiammesans 145
Neoniatal Intensive Care LI sunussssseomssssussmsseusmsssssssmassassusoss 152
DialySis SEIVICE ...cuvuerierereiereieinsereesisesessesssssssseessssssssesesesesesans 158
Pharmacy SErviCe .......ceerueuereruereuereeieeiesseseesesessssesesesesesseseaeans 163
Medical Records Department ..........cceueveuceeereucrenueecnnsescenesecnenes 170
Central Sterile Supply Department (CSSD) ......ccceueurueremeemencruennane 181
DHELATT SETVICE comsussssssussnssisssssnsmsssnsssnonssossonmssasmmsssssisesasssamssnstenssss 187
 IE50 75 U g T U ——— 194
House Keeping Service .........ccoueevvvmnreucerninncscnicnnscesensscssnsnns 199
Hospital Engineering SErvice ........c.coeeeeruereeueuecrunsenseseeseeseseneenes 204
Centralized Gas and Vacuum Supply Service .......ccceeevevererrenenurnne 213
Haspital Information Systemi(I8) .uosmorssessssmmmssuinsusssassnssssns 220
SECUIILY SEIVICE .eeoviriuereiererieeercsieestet et es et e sesnesesseaenesaens 228
Fire Safety SErViCe ......ceeveiririnererineeirieeeeneenesestsissssssesessssssssaes 234
Accounts Department, sasssssissssisasavaismsvnisamssssisis s 242
Marketing and Public Relations «..cssssssssmssssmorsssesssnsnsissasss 248
DRI SETVICE coxunmonssossssssonemessssnsnmmssssmsmumersusss soRsEvesSRERISEHORTRIRSE 256
Human Resource Department (HRD) .....ccoveeverenuereuereneerenenennnnns 264
MOTTUALY SEIVICE ..ecuvviuiirreiriereetireeeseseesieseesseseseesesessesessssesenes 271
OULreach SEIVICES ....cvvurueueuirireriieeirtreeeeeesceeeseseete e seseseesns 276

Part Five: Important Programs for Hospital Wide

Improvement of Services

Statutory Compliance in HOSPItals ........ccocovecueuererreeneireneseneenenens 283
Patient Safety Management Program (PSMP) .........cccoeeveverereuenenen 290
Disaster Management Program in a Hospital .......ccceeeccnnnennnee. 301
Infection Control Program ..........eeeueeeerereesesessessseereessesesesenns 308
Bio-medical Waste Management Program ...........ceeceeeeeceururnannne 316
Equipment Management Program.........c.ceceeevereeenerueenssseennnnens 321
Training Program in a Hospital .........ccceeurunininenencncncrcccecniennnns 328
Patients’ Information and Education Program ..........cccecevevvennne. 332
Rights and Responsibilities of Patients ..........ccceevuererrerereranenenns 336



Conteﬂtxm

Part Six: Evaluation of Performance

48. Approaches to Evaluation of the Success of QMS ..................... 347
49. Evaluation through Statistical Approach .........cccevuvuvuvvcrccnininnne 349
50. Evaluation through Medical Audit .......c.ceeeecrenenereninineenccccnencnnne 355
51. Evaluation through Nursing Audit .......cccoeveerirercrenrecrcnieeeenene. 361
52. Evaluation through Equipment Audit ........cccoeevururuiuvuccccncnnnnnnnns 366
53. Evaluation through Patient Satisfaction Survey .........cccceeeeuruenenee 370
Annexures
Annexure 1: Critical Values (Grossly Abnormal Reports) .................. 377
Annexure 2: Sentinel/Adverse/Near Miss Events ........ccoceceevevuruennne 379
Annexure 3: Format for Informed Consent..........ceeueueueurueueueucncnee 381
Annexure 4: Intensive Care Unit: Admission and Discharge Policy .... 383
Annexure 5: Statutory Requirements Applicable to the Hospitals........ 386
Annexure 6: List of Licenses/Certifications Applicable to the

Hospitals (Applicable in NCT of Delhi) ........cccceueueneee 391

Annexure 7: Periodic Reports and Returns (To be submitted by
Hospitalsin NCT 6f Dellil) cuosssssmsssssmesssssonsssins 393
Annexure 8: Hospital Antibiotic POLCY .....cccoeevrreeeuruercrernnennneereneneenes 394
Annexure 9: Charter of Patients’ Rights and Responsibilities ............. 397
Annexure 10: Universal Work Precautions..........eeueeeereeereseseeeecenenns 399
Annexure 11: Proforma for Patient Satisfaction Survey (IPD) ............ 400
Annexure 12: Proforma for Patient Satisfaction Survey (OPD)........... 401
REETERERT s sssvvssnevissosomsossosersssimsssmomamssn oo s T TS e e e TE B TS 403



