11
12
13

4.1
42

6.1
6.2
6.3
6.4

11
1.2
1.3



14

1
4
( , 2535)
(Manpower development) (Personnel development)
(Staff development) (
2530) (Human Resource
Management)
11
Swansburg (1968)
Nadler (1970)
Tobin (1974)
(Formal
Learning Activities) (Informal  Learning Activities)

Dessler (1988)

(2530)
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(2537)

6
(American  Nurse Association 1986 , 2539)
§
(Orientation) ! (Inservice
education) (Continuing  education)

! (The
Malcolm Baldrige National Quality Award / MBNQA, 1999)

1) 2)



12

( , 2527)

(2539)

Tobin  (1974)
(Input)

( Evaluation)

Steven (1978)

Gillies (1994)



13

12

13

14

Muller

(1976)

17



2530)

2530)

Muller

15
1.6

2.1

2.2

2.3
2.4

2.5
2.6
2.1

Knowles (1974

Abels (1974

18



19

4, Hil (1974

2530) (Interpersonal relations)
3
3
) Pace (1991)
1
L
2.
3,
4,
)



21

22

211

212

2.13

2.1.4

2.1.5

2.1.6

2.2.1

24

20

24

2543)

(Need

aSSessm



500-600

22.2
2.2.3

2.2.4

2.2.5

31

311

600 - 1,000

12525)

25%

I miun [

500

(2525)

A



Clinical reseafrch , Biomedical rsearch 1 Health research

3.1.2
3121

3.1.2.2

3.1.2.3

3.1.24

3125

3.1.2.6

3.1.2.1

3128 !

22



3.2

- 2525)

3.12.9

3.1.2.10

150-500

3.2.1
(2525)

25%

Clinical research , Health service research

3.2.2
3221



3.2.2.2

3.2.23

3.224

3.2.25

3.2.2.6

3227

3.2.2.8

3.2.2.9

3.2291

3.2.29.2

250-500

150 - 250



25

4,
41
( , 2541)
1.
(TQM)
(Common vision)
1
AIC (Appreciation-Influence-Control)
AIC (Appreciation-Influence-Control)

(workshop) 3

1 A (Appreciation)

(imagination) (vision)
(Shared vision)
(shared Ideal)

2 | (Influence)

3 ¢ (Control)

(Action  Plan)

(Commitment) (Control)

(Personal commitment)



development)

(Leader Initiated)

(Positive & Inspiring)

(

2.

21

2.2

2.3

2.4

2.5

2.6

26

Aie
(Spiritual

(Interactive learning through action)

AIC
( , 2539)
(Future perspective)

(Shared & Supported)

(Comprehensive & Clear)

, 2540)

TQM

AIC



1 A : Appreciation

2 | : Influence
3 ¢ : Control
(Action Plan)
AIC

2. (Quality Control Circle : QCC/QC)



( Continuous Quality Improvement

tools)

: CQl)

28

(Management
(Systematic approach)

(Bottom-up approach)

( , 2536)
QcC
(Integration) (Interdisciplinary)
(Organization & Management)
(Policy & Planning) (Behavior science) (Statistic)
(Economic)
QC (Values)
QcC
PDCA (Plan Do Check Action)
(Management by facts)

(Check sheet)

(Cause & Effect diagram)

(Relation diagram)
(Causal models)

(Cost benefit)

5

(SEITON) ( SEISO)

(Tree diagram)

(Brainstroming method)

5

( SEIKETSU) (SHISUKE)



TQM/CQI  ISO 9000

, 2540)
4.
(
3)
5) 6)
4.2
( , 2542)
1
(.-
2

, 2539) 5

(Risk management)

(Suggestion system)

, 2539)

1)

2)
4)

29



lwalk rally

4, (Quality Assurance; QA)
ISO 9000
5. (Continuous Quality
Improvement ; CQl)
1-3
4 5
(Hospital  Accreditation)
5. (The Malcolm Baldrige National Quality
Award = MBNQA) (Ookland,1996; Hertz,1999) 1
Regan 20 .. 1987
Stevenson-Wydler
Malcolm Baldrige
Baldrige Regan Baldrige
dA \i =] K a> ! \ ai cu (03
Baldrige '
Baldrige Malcolm

Baldrige National Quality Award (MBNQA)



31

(MBNQA)
NIST (National institute of standards and technology )

NIST

. .1991 (. .2534) NIST
ASQC (American Society for Quality Control)

MBNQA .. 1999
Hertz (1999) MBNQA (1999) Health Care Criteria for
Performance Excellence
1 (Leadership)
2. (Strategic planning)
3. (Focus on

patients, other customers and markets)
(Information and analysis)
(Human resource management)

(Process Management)

N oo o &

(Organizational performance

results)



management)
(2526)
( 2536)
MBNQA(1999)
1
2.
3.
1
11

(2534)

(2538)

(2539)

(Human

32

resource



33

(2539)

(2540)

Koontz and Weihrich (1988)

MBNQA (1999)

12

1) 2)

3) 4)
5) 6)

, 2538)



34

(2539)
1) 2) 3)
4) 5) 6)
OSSCAR
( , , 2539)
1) (Objective)
2)
(Specialization)
3) (Span of Control)
11
4) (Chain of Command)
5) (Authority)
(Right)
6) (Responsibility)
(Objective) (Function) (obligation)
1.3
(2534)
4
1 (Set up

structure)



2 (Developed procedures)

3 (Determined
requirement)
4 (Allocate resources)
14
1) 2) 3)
1, 4)
( , 2539)



(1993 Marriner and T0MeY

2541)

1)

2)



(Formal structure)

(Informal structure)

3.1

3.2

( , , 2539)
3.3

37



38

3.4

job description, performance level description, performance description, position

description

( , 2539)

( , 2539)



(Work systems)

responsibility)

10.

11.
12.

11

12

13

MBNQA (1999)

(Work designs)

39

(Self- indirected



MBNQA (1999)

MBNQA

(Compensation and recognition)

(Promotion)

(Informal)
(2541)
4
1
2.
3.

(Formal)

40



Nadler (1970)

(Human resource management)

(1970)

3 '
1 (Education)
2. (Training)
3. (Development)

development) (Employee development)

41

Nadler

(Self



42

' 3
u
( , 2540)
1 (Self Enlightment)
2. (On-the-Job Training)
3. (In-house

training)



43

4, (Study group)
5. (Public
Seminar)
(2542)

1
2.
3.

31

3.2



44

3.3
)
MBNQA (1999) Una
1.
(Clinical nursing)
2.
(Training
needs)
3.
MBNQA
L
2. (Training needs)
3.



MBNQA

Halbert L. Dunn
(Dunn 1961

High level wellness

(Ardell cited  Prentice, 1990)

John Travis (1990

MBNQA (1999)

un

2538)

45

Don Ardell

, 2541)



46

Herzberg

Herzberg “Motivation-Hygiene Theory” “Two-Factor

Theory” Maslow Herzberg

(Herzberg 1Mausner Snyderman,1993)

1 (Motivation factors)
11 (Achievement)
1.2 (Recognition)
13 (Work it self)
14 (Responsibility)
15 (Advancement)

2. (Hygiene factors)

(Maintenance factors)



administrations)

growth)

21

2.2

2.3

2.4

25

2.6

2.7

2.8

2.9

47

(Company policy and

(Possibility of

(Interpersonal relations)

(Salary)

(Status)

(Factors in personal life)

(Job security)

(Working conditions)

(Supervision-technical)



48

MBNQA (1999)

(Staff well-being and satisfaction)

(Work environment)

(Ergonomics)
(2535)
L
2,
3,

( , 2520)

( , 2535)

Wk dimete)



49

( 2537)
(2523)

(Ebenstiie, 1964 , 2537)

( Satisfaction )



50

(Day care)

3,
(Strike) T
J (VBN  1SO900
,2539: ! , 2542)
MBNQA SO 9000
benchmark
iso 9000 .. 1987

(International standardardization for Organization)

Calibrate
iso 9000
1SO 9000 MBNQA 10%
1SO 9000



51

Thailand Quality Award
MBNQA

(Hospital Accreditation)

1) Hospital Accreditation
2) Hospital Accreditation
3) Hospital ~ Accredition MBNQA
6
6.
6.1
(Total Quality Management /TQM)
(Continuous Quality  provement/CQI)
(Company - Wide Quality
Control/CWQC) !

Feigenbaum (1986)

Ishikawa (1985)

Goetsch Davis (1994)



Allender (1992 Neuhs, 1994)

Spenley (1994)

Besterfield (1995)

(2539)

(2539)

(2539)

(2539 | 2540)



53

| (2540)

PDCA

6.2

.. 1950 Armand
V. Feigenbaum General Electric
(Total Quality Control : TQC)
Total Quality Control: Engineering and Management (Ishikawa, 1985)

Kaoru
Ishikawa
Deming
.. 1968 Company-Winde Quality Control: CWQC (Goetsch
Davis, 1994)
Deming
.. 1980 .. 1987

(MBNQA)

.. 1993 (Goetsch Davis, 1994)



program)

54

6.3
Croshy (1979) 14
1

24

. (Zero defects planning)

(The error-cause-remove

8. b (Supervisor training)

9. (Zero defects day)

10.



11,

12
13. (Quality councils)
14, (Do it over again)

Ishikawa (1985)

Oakland
(1994)
(Customer-Supplier chains)
Deming 14 Gitlow
Gitlow 1 (Banks, 1989; Besterfield, 1995; Deming, 1992)
L
(Create and publish the aims and purpose of the organization)
4
(Innovation) (Research and Development)
(Continuous  Improvement) (Preventive
Maintenance)
2. (Adopt the  new

icexdy)



3. (Understand the purpose
of inspection)

85

4, (Stop  awarding
business based on price alone)

)
(Improve constantly and forever the system)

(PDCA
Deming Cycle)

6. U (Institute training)



57

7. (Teach and institute leadership)
8. (Drive out fear)
9. (Break down barriers

between departments)

(Cross-functional team)

10. (Eliminate exhortations for

the work force)

11. (Eliminate

numerical quotas for the work force))



12.

(Revove barriers that rob employees of their pride of workmanship)

13. (Institute a vigorous

program of education and self-improvement)

14, (Take action to

accomplish the transformation)

Juran (1992)

3 (The Juran Trigology) (Quality

Planning)

(Quality Control)

(Quality Improvement)



59

Pan Kalarik (1992 , 2537)
3
1)
2)
3)
Schmidt Finnigan (1993)
1)
2)
3) 4)
(Achievement motivation theory) 5)
6) (Linking-pin organizations) 7)
(Socio technical systems) ! 8)
9) 10)
11)
Goetsch Davis (1994)
! (long-term
commitment)
(empowerment)

Spenley (1994)

(Upstream preventive management)



(Ongoing preventive action)

Besterfield (1995)

6
(2536)
(2537)
(PDCA cycle)
(2538)
(2540)
12 3
1 3



1

(2539)

P-D-C-A

61



1)
2)
3)
4)
5)
6)
7)
8)
9)
10)
11)

12)

13)
14)
15)
16)
17)
18)
19)
20)
21)
22)
23)
24)

Zero defects

TOM

, 2540)

_ = S s~



63

2
Dale (1994) 3
Crosby Comany Wide Motivation Deming Statistical Process
Control Juran Project Management
6.4

Arikian (1991)

1. (Employee as customer)
2. (Continuous Improvement)
PDCA
3. (Needs assessment)
4. (Management accountability)

5. (Education and training)



64

6. (Statistical data)

7. (Quality assurance and

control)

8. (Suppliers)

9. (Teamwork)

10. (Cultural change)

1) 2)
3) 4)
5)
(Empowerment)
6)
7

8) 9)



1)

10.

Parsley

Corrigan (1994

2)

4)

( 2539 )

3)

65

. 2540)

5)

(Steeringcommittee)



(Professional

Knowledge) (Improvement Knowledge)

(Benchmarking)



7.1

8 (..

, 2537)

4-5

, 2540 )

2540-2544)

. 2544

. 2536

. 2538

2540

67



68

( , 2538)

52 2

2 (TQM)

2536-37 8 1 . 2. : 3.

2538 9 1. . 22 1\ 3.

2539 13 1 . . . 3.

10. . 11.
12. . 13.

2540 14 1. . 2.

11. . 12.
13. . 14.

2541 8 1 . 2.

1 2542



7.2

(Macdonald, 2537)

7.3

Finnigan, 1993)

18-28

, 2537)

2536

, 2541)

(Schmidt

69



Goetsch

Davis (1994)

(2539)



8.1

8.2

(Social

, 2543)

2.

accountability)

(Hospital Accreditation) (

(Hospital

Accreditation)

71



8.3

8.4

(Continuous quality improvement)

72



8.5

.05

12

(2539)

(2539)

73

35

21

.05



TQM/CQI

TQM/CQI

TQM/CQI

Influence Control : AIC)

6)

ESB

5)

1)

2)

(2540)
QC

3

74

(2540)
TQM

3)
4)

(Appreciation

TQM

TQM

TQM/CQI



75

QC

(2540)
0.05
6,001
Lynn (1991) Deming '
1 Brazosport Memmorial Hospital
165 Lake Jackson Texas 3
(Quality orientation)
(Continuous process improvement) (Total
employee involvement) 2

(Complex matrix hospital structure)

Poster (1992)



Mosler (1992) '

Logan (1993)
(Drafus model)

Dees and Garcia (1995) PDCA

(Case management program)

(Program planning

model)

Deen (1997)



! MBNQA (1999)
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