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Service quality and Moments of
truth,

The concept of "Moments of truth’
was first propounded by the
Scandinavian Airlines (SAS) CEO
Mr. Carlzon in relation to instances
of product or service quality
experienced by a customer. These
experiences lead him to form or
change his impressions of the firm
providing the product or service.
Both technology as well as attitude
has to be harnessed to ensure a
positive experience to the customer.
These instances which speak about
the customer orientation of the
service provider are called
Moments of Truth’.

The moment of truth, if positive, can
result into magnificent rewards to
the service provider. Prof Randy
Pausch, the late Professor of
Carnegie Mellon University, in his
book “The Last Lecture’(#) narrates
a beautiful story of his experience in
Disney Land to make this point.
When Randy was young, he had
purchased a salt and pepper shaker
as a surprise gift for his parents at
one of the Disney Land souvenir
shops during his trip there. The
Shaker fell down and broke and
Randy was intears. When the Store
man noticed, he smilingly provided
him with a new shaker and even said
that it was their fault because the
original wrapping was not robust
enough! On learning this, Randy's
parents were amazed and they later
made visits to Disneyland, an
integral

part of their social volunteer work
and organized numerous trips to
Disneyland. Randy calculates that
one customer service decision over
a 10 dollars salt shaker earned
Disneyland at least 100,000 dollars
in added business.

Courteous behaviour and a smile
are the first indicators of service
quality. It is unfortunate, that one
notices a general fall in these
aspects in our daily life. Getting a
smile and exchange of common
courtesies are rare in our
interactions with the public servant
or auto/taxi driver so much so, that
we do not realize , that these do not
cost any money and will make life
pleasant for all concerned and add
to overall happiness. May be the
concerned unions can pay some
attention to this aspect!

Finally, can we not at individual
levels too, exert a little more and
provide happier moments of truth to
each other!

[(#) Carnegie Mellon University has
a tradition where Professors are
asked to deliver a hypothetical last
lecture when they would consider
their demise and express over what
matters most to them. In case of
Randy Pausch, he had been already
diagnosed with pancreatic cancer
and had been given only 3 to 6
months of life when he delivered his
talk. The book based on his last
lecture is a must read for the insights
it provides into a creative and
courageous life.]
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Quality Quest

QUALITY MANAGEMENT IN HOSPITALS

By: Dr. Leena M. Karkhanis, Manoj Karkhanis

It is an undisputed fact that the 21* Century is marked by
the age of Global Competition. The world is shrinking day
by day and therefore, value for money has become the
single most important factor, in almost all the economic
activities. Whichever industry you are in, you are certainly
operating in the Global Market, competing with the
Multinational Companies and Brands.

Healthcare industry is no exception to this. In today's
world, the customers (the Patients and their relatives) are
in the center of all the health-promotion activities. Any
healthcare organisation can survive as long as it can
attract the patients to avail its services but can grow only if
it has more and more cured and satisfied patients. The
surest way to keep your patients satisfied is to
promise what you can deliver to them and to deliver
what you have promised. If a hospital consistently
delivers the healthcare services of specified 'quality’, it
develops credibility in the people's mind, thereby having
more satisfied Patients and their relatives, better market
share, more profits and job satisfaction to the
Doctors/Consultants, and all the Healthcare Providers.
Although defining the term 'Quality’ is a bit relative and
ambiguous, there is one common definition, which says
that the Quality is the degree to which the set of
inherent characteristics of the products or services
meet its buyer's or customer’s expectations.

In case of a Healthcare Organisation, when every product
and service meets the Patient's requirements, the patient
may develop a greater confidence in them. This is utmost
important in the present situation, as the augmentation of
Healthcare Service Providers into 'Not-For-Profit'
Hospitals, small nursing homes-posing as Family
Hospitals and the Corporate Hospitals is creating
confusion in patients' mind about which service provider/s
to rely upon. The competition amongst Healthcare
Service Providers has also forced them to invest heavily in
infrastructure and modern technology. Therefore,
Healthcare Service Providers need a good management
system that helps in continual improvement of the
healthcare services, and emphasizes on error prevention
as well as reduction of variation and organizational waste.

Since the Insurance Sector has opened up in India, it has
made the privatized healthcare services affordable to
almost everyone. Most of the Healthcare Service
Providers are tying up with Insurance Providers and Third-
Party Administrators (TPAs), for providing 'Cashless’
Service. More than fifty percent of the urban population
that seeks health care services does not pay for their own
Medical Expenses. These expenses are either paid by
their employers as the Medical Reimbursement or are
paid by their Medical Insurance Providers. This also
makes the people seeking health care services more
demanding than ever before.

The experts in Healthcare Services have identified
following areas in which the hospitals and healthcare
organisations can achieve improvement:

[0 Hospital Acquired Infections & Patient
Injuries: Avoidable infections and injuries occur
to the patients in the hospitals, increasing the risk
of adverse outcome and escalated costs.

[0 Delays leading to higher cost: Delays occur in
many cases such as

o Pathological Sample collection, transport
and reporting of results from the test
laboratories leading to delay in diagnosis
and treatment of the patients,

o Ordering and receiving Medical
Consumables like Vital Medicines,
Chemicals & Reagents, Oxygen
Cylinders, Syringes, bio-fluid collection
tubes and bulbs, Rubber Gloves, etc.,

o Repairs and Maintenance of Machines &

Equipment like X-Ray Machines,
Automated Machines used in
Pathological Laboratory, Lighting and
Air-Conditioning Equipment, Plumbing
Fittings and Accessories, etc.
Non-availability of Information: Though in most

of the hospitals and nursing homes, the
processes are carried out to 'manage' patient
care effectively, there is no adequate information
available for the benefit of the actual service
providers or in a few cases, to the decision
makers. This information may be related to:

o change in line of treatment suggested by

the Consulting Doctor/s,
o Diagnostic Tests advised by the

consulting doctor/s,
o employee related matters such as leaves

and absenteeism, change in duties of
medical, paramedical and ancillary staff,
o Disinfection and Cleaning of various

patient areas like wards, Operation
Theatres, Consulting Rooms etc.
o Patient related information such as

payments received from the patients,
replacement of medicines used for the
patients etc.

All these issues mentioned above, may be addressed by
implementing and documenting an effective Management
System. These management systems may be basedon a
generic standard like the ISO 9001:2008 Standard or
more specific standards like NABH Accreditation
Standards for Hospitals and Health Care Organizations.
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