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Defining quality 

• Even though quality cannot be 

defined, you know what quality is..... 

 

Robert M. Pirsig 1928, American philosopher 
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HOW CAN WE DEFINE 

QUALITY IN HEALTHCARE? 
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Definitions in healthcare 

• “Quality is a process of meeting 

the needs and expectations of 

patients and health service staff” 
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• “Quality is the degree to which 

care services influence the 

probability of optimal patient 

outcomes”. 

 

 



So….what can we 

measure? 

Quality 

Process 

Clinical 
outcome 

Patient 
outcome 

(experience) 

6 

© Intuition Communication Ltd 2014 



PROCESS – THE WAY THINGS 

GET DONE 
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TEMOS certification 

• About PROCESS 

• Quality in International 
Patient Care 

• Excellence in Medical 
Tourism 

• Quality in International 
Dental Care 

• Quality in International 
Rehabilitation Care 

• Quality in International 
Reproductive Care 
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TA Code of Practice 

• About business 

PROCESS, not 

clinical practice 

• Aims to: 

• encourage best 

practice 

• drive quality 

• provide 

reassurance 
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EU Standards 

• European 

Standard in 

Aesthetic Surgery 

Services 
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CLINICAL OUTCOME – DID IT 

WORK? 
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Outcomes in the UK NHS 

Effectiveness – 84 indicators 

• 30 day mortality after aortic valve replacement 

• Mortality following a hip replacement 

• Mortality following a knee replacement 

• Pressure ulcer incidence per 10,000 patients 

Safety and process – 16 indicators 

• Incidence of clostridium difficile 

• Incidence of MRSA bacteraemia 

• Availability of hand washing facilities 

• Sickness Absence Rate 
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The challenge you face 

What outcome data 
do you collect? 

Is it comparable? 

Are you willing to 
publish it? 
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PATIENT EXPERIENCE – AM I 

HAPPY? 
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Patient satisfaction 

• What do we ask? 

• How do we ask? 

• When do we ask? 

• What do we do about 

feedback? 
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The way forward 

As a country, as a cluster, as a business… 

1. Standards 

2. Clinical outcome measures 

3. Patient satisfaction measures 
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The challenge 

Agree a common 
approach 

Apply it 

And publish the 
results! 
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