
Pat r icia A. Pat r icia A. MoloneyMoloney--Har mon,Har mon,
RN, MS, CCNS, CCRN, FAANRN, MS, CCNS, CCRN, FAAN

The Childr enThe Childr en s Hospit al at Sinais Hospit al at Sinai
Balt imor e, MDBalt imor e, MD

USAUSA





The degr ee t o which healt h ser vices f or The degr ee t o which healt h ser vices f or 
individuals and populat ions incr ease t he individuals and populat ions incr ease t he 
likelihood of desir ed healt h out comes likelihood of desir ed healt h out comes 
and ar e consist ent wit h pr of essional and ar e consist ent wit h pr of essional 
knowledge.knowledge.

I nst it ut e of Medicine, 1998I nst it ut e of Medicine, 1998



Qualit y Healt h Car eQualit y Healt h Car e
Saf eSaf e

TimelyTimely

Ef f ect iveEf f ect ive

Ef f icientEf f icient

Equit ableEquit able

Pat ientPat ient --cent er edcent er ed

I nst it ut e of Medicine, 2001I nst it ut e of Medicine, 2001



I s an or ganizat ional philosophy/ belief I s an or ganizat ional philosophy/ belief 

Looks t o meet pat ient s' needs and Looks t o meet pat ient s' needs and 
exceed expect at ions wit h a minimum exceed expect at ions wit h a minimum 
of ef f or t , r ewor k and wast e,of ef f or t , r ewor k and wast e,

Uses a st r uct ur ed pr ocess t o Uses a st r uct ur ed pr ocess t o 
cont inually ident if y and impr ove all cont inually ident if y and impr ove all 
aspect s of car e and ser vice. aspect s of car e and ser vice. 



Collabor at ive r elat ionships essent ial Collabor at ive r elat ionships essent ial 
t o ser vice excellence.t o ser vice excellence.

Pat ient needs and syst em ef f iciencies Pat ient needs and syst em ef f iciencies 
come f ir st .come f ir st .

Car e giver s ar e account able.Car e giver s ar e account able.

Pat ient s and f amilies ar e empower ed. Pat ient s and f amilies ar e empower ed. 



Qualit y improvement is based on Qualit y improvement is based on 
several premises, including:several premises, including:

Employees want t o do a good j ob, Employees want t o do a good j ob, 

Syst ems and pr ocesses of car e pr oduce Syst ems and pr ocesses of car e pr oduce 
out comes, not individuals,out comes, not individuals,

Focus on meet ing t he needs of pat ient s Focus on meet ing t he needs of pat ient s 
r at her t han t he needs of t he or ganizat ion, r at her t han t he needs of t he or ganizat ion, 

Dat a f r om f or mal pr oblemDat a f r om f or mal pr oblem--solving met hods solving met hods 
and st at ist ical t ools dr ives decisionand st at ist ical t ools dr ives decision--making. making. 



I nt egr al par t of pr oviding car eI nt egr al par t of pr oviding car e

Ef f or t s t o pr event inf ect ion, r educe Ef f or t s t o pr event inf ect ion, r educe 
complicat ions, pr omot e pat ient saf et y, complicat ions, pr omot e pat ient saf et y, 
and inst it ut e best pr act ice is r esult ing and inst it ut e best pr act ice is r esult ing 
in signif icant changes in daily pr act ice.in signif icant changes in daily pr act ice.

Signif icant impact on impr oving pat ient Signif icant impact on impr oving pat ient 
car e and pr omot ing qualit y out comescar e and pr omot ing qualit y out comes



Clinical and/ or cust omer ser vice in Clinical and/ or cust omer ser vice in 
nat ur enat ur e

Ref lect oppor t unit ies f or Ref lect oppor t unit ies f or 
impr ovementimpr ovement

HighHigh-- r isk, highr isk, high--volume, pr oblemvolume, pr oblem--pr onepr one

Out comesOut comes




