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“The absence of preventable harm to a patient during the
process of health care.”

World Health Organization
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Putting the Patient First

UN.NTWI WAINEY

usmsgunuinuuysanmsnonuidudguenan  (People-Centred and
integrated health service)

Patient-centeredness tJunitalunny p9lidqmunIni Institute of
Medicine 321 Liuazlwanumanslid “durinmsgunmiishdusin
. ' v A X o A [
NFVNE (partnership) 3xnI9ELILNA Hihp wazasauay tiald
JulainnsdaaulaniiaduiaIndanudaInIsLazaNaNands
PBIHTUUINT smﬁamiﬁg’?ﬂaUVL@T%'umm;?LLa:miaﬁumg;mme]
da 4 g . a v 3
fdaans ielisunsndadulauazlauiulunmiguaauiasld
psanauwdelanthuuifefinndevaaidugnsamaninig
vinmsguamwuuuysanmsfidszmswdugudnas T o.a. 2016-2026
(WHO global strategy on integrated people-centred health services:
IPCHS) lasrmelinnuszimanilaniiuanuddguaz v fou
nzUIuRAN o WA Iz U DLTUNRgUNIWLL LY TN NI 13k
ﬂiz"m"nmﬂug{uﬁnma MABMNIIIN® MILITAITAANT WRZAT A
UIMT Jaiunadwinadnfauing (access to care), HadWIdU
qmn'l’azl,l,azwaﬁwfwmﬂﬁﬁﬂ (health and clinical outcome), ANURAA
NNFVNICURENTIG URALBILNLT (better health literacy and self care),
szauanuisnalalunsguaiin®s (increased satisfaction with care),
~ . S X . L
anuisnalalumarnuasuasnaliaiin (improved job satisfaction),
LWL TEENTNAAINITUINTT (improved efficiency of services), WAy
s lg910dugun Wl WTIN (reduced overall costs)
“« a C!Id IS 6 » IS
mMsuinsgamwuouysanmsifawdugudnas i
wnAamInaIzuuLInIgnw lagldanamanouazanuidy

' s

G]?J&Iqllwad“llﬂdai‘ﬂll%ﬂﬁi ATOUAT LLﬂZ?jN"ﬁ% &I']ﬁ%’ﬁmqaihx‘i(;]’dlﬂ

Institute of Medicine. Crossing the Quality Chasm. A New Health System for the 21 Century.
Washington DC: National Academy Press, 2001.



Tugrusdfauhauazd ldsudszlominnszuuguniniiin linela
FIRINIINADURUBIAAANNADINITHRZAMNAIARII 1T UBIAIN
a o & 6 2 s 2
Lm:wmlwaamﬁmﬂumgw ﬂs:"m"nmmaa"l,muﬂ'nugu,a:mi
aﬁumguﬁfﬁﬁLﬂmﬁm‘waﬁ'«a:mmmél'ﬂ’f?mhLLa:g]LLaqmmwmuLaavl,@T
Lﬂumﬁ@u%msﬁagal,ﬁumﬁuﬁaammazm’]umw’a’aﬁwuqmmwmaa

Haw mﬂﬂiﬂag;al,ﬁul,l,mﬁmmﬁ‘ﬂmkﬂLﬁmamuﬁm“

Country setting
& development status

Other sectors:
education,
sanitation,

social assistance,
labour, housing,
environment

& others

Healh Service
sector: delivery:

govemance, networks,
financing & facilities &
resources practitioners

AN 4.1 NIALRUIAANIIWENWNLENIgEAMKLLY SN s N uguinans®

ANuiImMuiyidessindenuds nsidouusiiagiu

o v A & 6 . K A

mimmumnQ’stmﬂﬂug{uﬂﬂma (provider-centered care) G4l

ANWUSLINFIWIZRINIRAUILUINNG LLazmSLmﬂmquﬁaL%aoqmmw
u,a:mmﬂaa@ﬁmﬁuﬁamaqms&jaLﬁuﬂmﬂuguﬁﬂma

Ai v Aa o % 6 6 £ dl 2 v

Waldussgidoriadvesasdniseurdnlanfidasnislv

“ﬂiz’ﬁ']“liu“(!ﬂﬂ%ﬁ']&niﬂ Lﬁ?ﬁdﬂ%ﬂ?iﬁﬁ%?{’l}ﬂ’]w:ﬁ@]a‘l_lﬁua\‘i(ﬂ' 2314

4.5 World Health Organization. WHO global strategy on people-centred and integrated health services.
Interim Report. Geneva: WHO Press, 2015.
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Fasms Sanwdaiiies Useads SUssaniam Ussdnbua e
LLa:ﬁqmmw Huitinlinsle? %dvlﬁﬁmi@ﬁﬁLﬁumummmuqﬂﬁmam%
miu%mizfnmwLLuuysm"nmiﬁﬂuL’ﬂuquﬁﬂma (WHO global strategy
on integrated people-centred health services: IPCHS) yznavaie
5 gNTAEaT doil
qﬂﬁﬂﬁam§ﬁ1 MILERUNRILAZEINIMIVRIBTIND Iz T]
(Empowering and engaging people)
aqmﬁmam(ﬁ' 2 madvahemitiuAsmsfiduudouazain
JURATOUADNEI
(Strengthening governance and accountability)
qmmam%ﬁ' 3 rmﬂ%fuLﬂﬁﬂuﬁuuuwadmi@ua
(Reorienting the model of care)
qmmam%ﬁl 4 mswawnusmsiimadendsean
(Coordinating services)
aqmﬁmamfﬁ 5 mIssnwnaseufitiasiwe

(Creating an enabling environment)

Empowering and engaging people

Strengthening
governance
and accountability

Creating
an enabling
environment

Coordinating
services

O

Reorienting the model of care

DN 4.2 Ao NANTUTIRNENEAARS 5 Anu®

6

World Health Organization. WHO global strategy on people-centred and integrated health services.
Interim Report. Geneva: WHO Press, 2015.



ansEaaii 1 mMatasandsuazaiunidmnnasiszazn
(Empowering and engaging people)
NMILRSUNRILAERIINITNFINTINVDIUT2T1T% Baeile
matalema L&SuTNB: Lmzaﬁuamguﬁwmmﬁmmzamrmmm
#89NM3289U5z T VI IRAWTAANNENNTA WIS
ﬂiamaumjwjﬁaﬂiama uazN§ulszTINITIH VAL lasfiihnang
ﬁmuﬁwi@m’n:ummmlumiﬁ@%u‘lﬁ]@Tﬁuqmmwmammaﬂﬁﬁu

3
= '

Uszrauag9slNysz&nsaw u,az*’l;muiwa%ﬁdﬁa LIARBNTLDENRD

'
o

JUNI 51 uﬁum R WRUVATN TINNUTAUE ‘HIEJ‘U’] HRIDIITUCLND

§VNNVBIUITITY
WUINWMSANUUMS paadne ulaune waydIgms
1.1 mMadundnazaine - nsldiguAnen
AN Nl UTTAL - arduayunImNAnAulalunIuaine aeithy AseuAT
UYAAALAZATBLIATY uazglriisnng

- atUARUNIIAANITRLARILEY Tesanianistlszidugaiide
TUN19QUARULEY LAZLNUNNTINE
- n3gnzanNenelaaasdian

1.2 MAGTNNAIATATN - alLAYUNII9ALTNIIgUA WIS ALTNTULATENLTUNS
pugnilusTiuTTy gunanwlugnTu
- Watszmianganw g141En1s uarn19sINngueed

gtlas
- dqm?umjmﬁumumqﬁmuLmzﬂzjmiﬂ'mﬁﬁmm
Faamoy
1.3 nadniatEnszes - yennmadhwang Sasaainifesduguamidumil
ngngraslaniauas TuingUsraaAnan1e9n1ainaAILg NN
naudszansnezey - atuayunsdifalinisresnguifeslania wu niseen

IHLENIITIIN FTULANUIANTUAY WazszuLmATUlAE
Av@nInanIsuNng
- ApnnAnufandavTedyidramaunuInsiunAenTy

o
¥ K a ¥

o C s .
Wedundnisziuluniadnneiniszesdfesleoniauss
tszrns e veUI09dNAN

- 2E8sTUULENNIUgNgRNUguTATeLIAY

49 9
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qﬂﬁmam%ﬁ 2 MAEBNFSMIIALAIMIARANATNLT IS
FANMNSUAATOUADHNRIT (Strengthening governance and
accountability)
mMsidusImMsiAuAsnsiduudsussfanusuRaveude
KA1 MM IR dUULMIEINauRloug 1w mMItnue
wlaLng warnIUIHAUNATINALANAUTZT DY THTY Ltazﬁﬁd’auvlﬁ
swde umssassuliAamsaduladauluunsiidenaulsols was

FIUIINAFIUVITTININA LI ATANUTNLTILAz A NN TURATaY

AONRITUIINNUVDIBNNITLA D ;ju’%ms Q‘Lﬁu’%m‘s LLa:ng%fuu’%ms

LUINIIMIANUUMS AN ulaune Lasdgms
2.1 mMsifiuguananng - afunsidoudanvesguauluniiiuaulauauas
RN TRG T sziluia

- AulHLNEFURININIEALTNR YNSANARS LAZWNWNNG
AudsunIsUTNIsgEN LUy sWINsNU sy
AULNANN
- . ¢ ad ¥

- AuleuneAUgININTTALTR NUsTAuAnAfEdlY
BANIAIAUALENSAART LAZLNUNIANTILL

- #nsnszanganunanminzanluseAuiastiv

2.2 MIgETNANNFIRATOY - ANNsdaaINANEA gL
ARRUNITIINY - fnneneanudayareedliiiETnig nsseauradng
N13RLATeNEELAZN13IANATIAAENIN (balanced
scorecards)
- ANILENTAANN UL NN DL ZNNINATY QY11 9TNN
Tajaiunadng

= o

- 5 TunzideesLsTaTuiUMaeLETNNI AN AN LR ATE L

qwﬁmam‘ﬁ 3 msﬂ%’nLﬂﬁlﬂué’fmmumaams@ua (Reorienting
the model of care)

ﬂ'rsﬂ%mﬂ?iﬂuﬁw,l,uwamﬂsgLLa ioarennudulalwiy
;ﬁuu’%mﬁwﬂﬁ%uu%msqmmwﬁﬁﬂsxﬁ‘ﬂ%mwLLa:ﬂizaﬂ‘ﬁwa sl

vimsfildanuidniuvszuuuimalgugivssaurulumnueing



CHEIRDE L Re Ly a\‘]mnmﬂﬁu%miﬁ;;iaLﬁumﬁm:n LL'LI?UETﬂ’J erlos

%

giﬂ'liu%msl,l,uu;jﬂ'muaﬂﬁLﬁ'ugﬁu %amsﬂ%mﬂﬁﬂugﬂ LUUGDIaNAE
MININ DM IR L3 N IUUU IS I LAZATLIDT AIAUAJUIR
maamidam‘%wqmmwLLa:ﬁadﬁummL%Uﬂwmaaﬁi:m"ﬁu
MIFTNABULLLVBINTYUA ﬁdol,a’%uqmnn:l,l,a:mma%iﬁ
fgvvestzmnmn LﬂuT,amalﬁtﬁ@mﬁmf’mﬁasl,m:ﬁu"qmu Wasuile
ﬁ’umnﬂ‘&"auu,ﬂaaﬂa%’ymaﬁaﬂuﬁﬁwam:m@iaqmmwm:mmm

Ttnsw mmﬁﬁagamaﬁw@h FINNINTRIIANNIINT N LA ALENTY

BUINNMSANLRUMS AR89 WlEUE WALIETMS

3.1 NMIAAUANNAIATYIRY - MeUlsziiiumnudiasnisstuganwluss AU

NI9ALENITLUAUT I - ﬁu‘?ﬁmi‘ﬁmfrm\m?zﬁﬂﬁunnﬂ@;uﬂizmm
gagananureddin - ﬁu?émﬂumjuﬂimmﬁLﬂmzmﬁmmmmzd”rmuﬁi@u
WATANHNANANT - mstdssifiumalulatigunin

3.2 WanuAriueuwsiunis - Ansfiamuaniuzgauninaestszandgy

dudiugunn nstlasiu - An19hseds 1539 nngAILANANIAEN LAY

o '

Tan uazdeAnAINgIN N SaanauseguAInteslss Ty

1 7

2291l9E T - dariunisdaasnguninuaznisiieanulse

) -

v o

- AnstieAvlfraden ngusng uasulaunaduaisisge

3.3 aFnAnNiduudreg - NNIUTNTU NN UUNUFIUIRIATOLATILASTNT
a a a A A alg v a a
FLULLANN9 YT - uanan1dTIni insgualutsnislgungd
- unndlgunlifumiswlunisiansandasaunnd
RNITNN

oy
o =2

- AndaupnldneinuguninidnsssgLinistguniiinay

al

3.4 Wawnislduinisdilos - AnneiEungLuuunIguAgIIINITL anunuALERTE
uanuaznisguagiag wazanuAnieghnscazgaving
o X “ o " .
uenlsemenuaiinay - Tsanenunadiudvnng ieguagiiuaniduuarnig
uandudeuwinii
a ] o R dl Y a L
- dinssindnuuugiaauan Teeneuianliuinisgilae
wuldnAneau uazniaguadiheniuaaininouii

(progressive patient care)
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HUININMEANLUUMS

3.5 WIANTIHLATNNTNAN
nanumalulatasieluy

A2BE19 WlEUE WALIETMS

- E-health az Mobile-health

aNSENEA3N 4 MINMWILINMINANBansza 1w (Coordinating

services)

MsUSNsRIMsBanyszan TaND9 msﬂi:mun'ﬁ@uaﬁ

ADUALDIADAINADINITLAZANNANAKIIY aoﬂa:mmu‘lunm:ﬁu

TRINTIQUR foLEINAAINTIUA ﬂHim‘]ﬂ’]iﬂ’]iﬁ’N’l%luﬁﬂ BULAIDTNE

inmenhamhouimsnugunwwazmagn e lasmadszanuisms

vllil’ﬁﬂ’]iq].li’]&liﬂidﬁ%”]ﬂ UINT WAZNIZTLIBNIIRH weatduns

11\‘1 LAWNI TG winag uaNNwagdwIzuy waslusnndsesn

XOAARIVINTELIBM IR gLTIN AT AN ULANEINY

HUINNNMEANTUMS

4.1 nsszanunisgualy
FLAULAAR

Aaa8N9 WlaUE WALIEMS

= ] o K = a e a v
nsidaudanlunsiunnnssdewdidnnsetindresiiles
Huuameniaguaniduszuy
= | o
Nszuunnsdesialazdenay

a Yo a

HNAANITTIENTIU

al

4.2 n3Uszanunigaiueny
2931ATINIIAUGININ
wazglvinag

WPTRTYLENNIQININITALNRNA ViFRITALEND
nsysaunisiasaNIsFNugIAINsEALLsTINA

v o & a = =
adauseqala dmdutTnisninisimendseaiu

4.3 N13U3TdNUANTINTD
FLALNUILNI

N176519ANNIINNBTTUI NI
YIUINITLINTFUNIN FULTNIIAARIAN
ysnisnisunndunulnanaznisunnemisiden saum
szuunsuwndade i

AtlrE AU LR NAN NS R NNINTIREDL LAY
NNIABLAUBFAEINEANITIAIUGTNN




qﬂﬁﬂﬁam§ﬁ 5 NIHSENNINIARONTILBas W8 (Creating an
enabling environment)

Lﬁ'alﬁmi{l’uLﬂﬁaumuqmmam‘ﬁ 1-4 RIWNTOGILABNNT
I8 at19uria3s GoinnsatsanInLIadenitaod uindanis
Lﬂ‘é"auuﬂaaLﬁaa%ﬁammi’mﬁmm’m;Eﬁd’m"[ﬁmmﬁﬂﬁmmz%ﬁﬁty
Huognads Faunshadudaniifiordostiunszuiumnainnany
ﬁa:ﬁwvl,ﬂ;jmﬂﬂﬁlwuﬂaaﬁmﬂgﬁm51 maSmsudssnoiiotaass

LLﬂzﬁ%’]\‘iLLix‘ig\ﬂQ M aaqﬂmmu,a:ﬁﬂmil,ﬁmQﬁmu@ﬂﬂm ]

R1DITUS

WUINNMSAILIUMS Aaage ulaung wagaEms
5.1 nMasuaiennNiiu - iisuafetanisulasuuilag
FrwaznIILINIg - Yjumninennaivenistysy
o av = o y
naiaauuilas - MIARETaTTLLLATNNTuANILREUANT
5.2 sfaiulunsWfmuwigninIn - nefiuguassaITNTeddlsznaLdanTn
uazANLaensY - mstdsziuAmNIN waznIRELIAN T NEEsaLHes

5.3 ﬂ%un,ﬂ?;mugﬂuuumiﬁwm - WAUIVANGAINTHNAUTNYARINIANBITTUG
UBILYANINTRNIFTOURY - ﬁm;:iﬁmfmaalﬁﬂa‘:ﬂﬂuc-’w’qmwmmﬁsm%w
NNUTINAUTENINBIANT
- IREUNIANINANIRN9NY LazNa bnNTTALE

5.4 n13apnsssiauderi Ay - n1gdmnsssiaudetieAy

55 nsUfsdssuunnsdnein - STULNNNERULLLNANAATY LURLEIUTBIN193N
RuUliagLFn1suULMNIAN I ETn
- N1978HBLLY bundled payment

MSUUBIFONTIOUUYHEROEAMIO00INS (Compassion in Action)

. = a 6 ° g dl 1 o o
“Compassion” JTMNANNIMNAIIT com DILUFIT “TI0NH
AL passion fludladn “annunnd” @sUuA1d1 compassion

= = ¥R ¢ P a
WRANIYAINND ﬂ’.l’]&lgﬁﬂi’mluﬂ’s’mnmlsl’m“lladﬂuau gl

7 = a v & & o A o « &
Iﬂll'](ﬂi PILRDYININY, LANYARAIANBINUNIILANEY llﬂ'llﬂﬂ'l']&ll,ﬂulll&ﬂﬂ.
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ANNRNIBNLYFIN “A2NLEBINTA B

ﬂ'lSUﬁlTﬁliiOllﬁE)UUL!Uij mwmﬂymgm’i’” AlunsUfjiadaifan
fn8ALIBBaINS D:FiovsII susdfaglunriznnivindivaina
iisunisusunaitiulas deamadunindelfiuiuaziienadinu
uéuﬁwaﬂsﬁuﬁuwonm’\ ULAENUANNTTTNTN AV INY TasBudu

e o K 6 v a
o x5 e ANNIFURRDIANUNNTLINVDINAK 3
1loAow§dnuavdsums M R
Usula nasiaowsouiielunis  LhMendessunlanuaniduds uaziia
uSurasoununodlina:iisu UjFuiusndanununsdagauinain
anudaamsdannudunysdidudf
fmuatiniunigliuasgsu s dfsuiuinfienaunanodadaw
=2 I 6 t:ll o o a Dncﬂl 3 é’ '
Jndussadsznauiidsagueinisljidfiserion “anuidsoinsde
I f”
ANuLl
“madjifaaiianausdaisanaidaains” Jasdlsznay
0 3 T aesalUi®
v 2] s a & a :5 o
2 1: FhdTunsvivadules wazifiaezlsaufuwinian
(know who people are and what matters to them)
22 2: 11119A203FNV8953UNILTLN (understand how they
feel)

72 3: anuHnfalunsuiiaiiuiuvesmagduazdiu (work

together to shape the way things are done)

%o 1: Fdsunsusuadules uasiinezlsiuiunanian (Know
who people are and what matters to them)

What: iNenu3anu3unaadsunsuaung Tasmslddrnadi
LgaéwmmiammammmL‘%‘/ammeial,ﬁaumwﬁ

Why: masadfsunuslumsusuadugeiag nsldsanw

al

fugasanulalaiugiunsuiune uarihdafildisou; sgenlos

AUANMNRNILANABNITUSUIR LT1 mﬂpj%'umiu%maﬂdnd’l

Susan B.Frampton, Patrick A.Charmel, Sara Guastello., The Putting Patients First Field Guild

(Global lessons in Designing and Implementing Patient-Centered Care, Planetree (2013).



‘mMilnihifeNuWdmIua unnIwduisdany” guiunanisiFouin

&
azaszntniinMuimFysInMadaIMIMENiL wiindayaniany
Fasmseenananaliifedeslagassiunsiamssnmn uamslala
LazAaUEReIRaANUTaINITREHaz T un TR AN FURUERG
lunsusua

How: Andusinuelunislddrnrudisainulale iase
UFFuiusiudTunmsusung uasdenlosnnumainsvesdayaiilasy
AfidamIvine

Aaenvin wIuinenuianiugau iansljiadas

12
= 3

AIULBBBINIA amwmﬂumgwﬁ

A

1. Fafiaennliin (i) Sonqm?

. AonziFnadnely dwinis (i) asSonqavi “ain™?

o

2
3. lasAeaufiquadinfiga uazlasiguasnliinfessdin?
4. vuzfioglulssneiua qudanufauazanuiinadisls

1197

'
= ¥ 1

5. vaﬂ’ﬂa anamaatadlulsaneuiainetngls?

a a @
>R @ A

6. Hazlafifiqumdsiininasmziagluliwmuna?

7. Glasfigmuiernaznaqueiotelne? (3w uwng wenwna
AvauaT 1w wiaaNd)

8. arlsfefiniddndnivam luwusnoglioweuna?

9. qmasnliin (d§mihi) qualianutismieisesezlsdn

11497

78 2: 171 19AMNFRNVBIASUUINIT (Understand how they feel)

milﬁﬁﬂ’ﬂﬁﬂhmunﬁtﬁLQWanQa (understanding a person’s
experience) ﬁmfludméwﬁtylumsmLa%wmml,'gamm@imﬁau
aupdgn1sljia lasldmssufanuifnvesiau o 9adudsansuol
(emotional touchpoint) Wwdasisnandszaunisol (storytelling)

Wuadasdalunsvinanuinle
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aa a U~ [y Uy Yo a
AEmslumsiseniitanleanauidnvadsuuing
What: ¥hanudhlianuiinzesgiouszaseuainiuany
3ad¢a (key point) luidunizaamsladiunsu3ua (care journey)
lasrunasnisesasgthe amaydudwedudzuesnlszauman
2193z madnants sw. myvadayatnims adoy
Why: tJunsidalanmaliidnning {18 uazAsauain
lddauniuaiiinlu ianssunmnfiuaataaniianiiud anuan
sundignn anuFels enwdsnsow ialdiiaanudhlasiuiulas
liutumsdaguireslignuiefia Ansalud
How: (1) valiiilewiansauaiaszyraduda (Emotional
touchpoint) (2) maiﬁszqmmjﬁﬂ (emotional words) Anadwn
saunlaslidifiaylny Sienaezlidesdifuaasanuidndreg
o A & o o o . A "o 2 A LR
TWan midwmwinuazduay (3) velilansasrivhluisfaanuidn
.z . . . . a4
ViUt (4) satufinuazinldavasauanugndas (5) 11138971730

= A @ a | A A oA @
LLﬂﬂLl]ﬂU%LWaﬂsz@luﬂ’]ilﬁﬂuﬁi@UVLNL‘]J@LNH"HQNLT]FJ'JTQG

u

ar 1 s =3 v ﬂ. 1 d‘ v weR v
A38L7 NIVWNNTBARINNEIDILA LWE]L“U’]sLﬁ]ﬂ’J’]NEﬁﬂI@ F_Islfli

Emotional touchpoint

o o

pdudAan1u0d (Emotional touchpoint) Waunlulsansnuna

9
¥ o A - . = ¥ 4 o T
NAUANLLAANATNDY (Emotional words selected) WIBIANGAN UITIAEY WILLID

I@]ymmmL’%quﬂi:mumiﬁum Emotional touchpoint
WANLANTA1N www.knowledge.scot.nhs.uk/maikng-a-difference/
making-a-difference/valuing-feedback.aspx.

Lesson: (1) mytinligauldfilonianasanun uddiae
& a A & V& N ' ) A
Wusenldauersuol wanldldnunsainaitazangunagdinia
NNTaUNNTIUaILSNT uaduinmzanaudilaaaaiaien (2)

nzuwNsims U ssrumIaidiuan lesUnNIsUanLEaanyn



Y 1 - a wa a ' s g: ¥ Yo
78 3: AN M sUYTAN1NTINNNLBININ IUAZHSY
Lﬁamw%mﬂumi@ua (Work together to shape the way things
are done)

What: “dffunusszndiegaw dudsnoinlunsdnauas
Uszfinlasiamzlumatimagunw widwinladdgvesnisd §iia
daraunyddianudaaIng

“oZ A 1aw w6, v v = v

Why: “insen1sfuJaanus” e uszgiu Senaldan

% . a A Aa o o fd' a ,3 o v a
N38§9LNa (observation) WAnssunsaUFuiusAiiadn azviliiia
manaminelunifassuazl fuius Aezsassunnubaoins
daiNauuypdgn13U[Ia (compassion in action)

How: lddayaarnnsiudadnsazrian lunsazraulinu

g o €

HuSuaiiewawineemsiusunuiidiuinluouwiae

U

Y [ Aav o ¢
Alae19l)dunws
awv o o a o o o aow o Jd
Ugduwusiduan UNFNWUSLLUNRNG 9 UgdunNusidsay
(Positive Interaction) (Neutral Interaction) (Negative Interaction)
- wansannaulauazldi - weradulasdneuly - Wntae visetiulinaAaiy
¥ oy g o o o de o
AMFUAELheetnaAN anmuriziaamienlald  yARsRuIIEAIRNANEUNIY
= i@ My o 9/t
prnaRnsalugusien  wafildlAuanspann - vanlifau sepsaazlsung
NYEAUUTN WENLANE aeig TnelallaliAagune
- dsmifiupanndieanis I8 - WideyalaaniseBunedan  viseanunszanala
doyanmunzaniuany  fdwasinau Ineldlldld - UfasAnFesue Tneld
P = Ao D] iy =
faenisianizyana waz  nsdenidailalenald wgnaliAnesTenianig
nivageuANidnlaane dnona G Tld
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Tunasus:iiunowiiowelo na:Suilvideva:nsuvevdUoy
TunsuiuurAtunwia: 1WuAWiwelo ensuausvAdW

novn1suaVyUoY

UfdnNusdauan

(Positive Interaction)

- Tifayanisdean Aumn
AYINLITNTOUT UAZLANIN
lunisindula

- Wifindala “daw naan
TIWIANVBINITUA LAZ
fuFanudiaresauly
usinzdy

- Fousudthsuazaian
Lﬁlﬂu‘lutmuﬂéﬂqaiu

- PALAUBNARAIDNNANY

ANLANA

- FuiuazneuaueIse

AYINTARATEITHOMN
WAINUAIETBIALTALA

UfdnRusLLLINaI9

(Neutral Interaction)

aunu wazlaifinAam
pnLLiNe AN TaauAY
nsHUfANRLE
aqUAneBLNeRTAN
zﬁwﬁzyz%uj wazliinasla
luuneps usiRatmanny
Lﬁ'ﬂﬂ’]iﬁ@ﬂﬁﬁ‘@uﬂ%‘/ﬂ‘]ﬁ
aSaduinti
Laifufsiomnuniwanay
arsunfiesdpuiiua

Ufdunusieay

(Negative Interaction)

- Tl annuanlaszndnenis - uen wiseaanAldlii

arlsungasinelaeliadune
Tddlalanalsanilsne
= 1 U ] A
viralulimanudoevan
- JEnnenldwnnzd sy
gl (childlike language)
- Tdaynyeldgaulsld
o = v A
ANENINIFea519N1aA8N
¥ ¥ ¥ o d'
soenued ulagldanai
ANINYNUIANA
U el £ % 1 Gl 1l U
- Auvnnaaenl wenlule
Waruaula
- LAANAYNNULNLANS 3D
S T
woAnssndldiiuiing




dawanrumwoewls TruUoenduAuenaly (How to Measure Quality
of Patient-Centered Care)

“Listening and Caring “NMITUNI U NIGLA
Compassion and Comfort Lﬁamﬂi@iammlﬂuuwwﬁ ez VIVIAUIILM
Humanity and Respect URBUDTINN LA M InlAAesa

Partnership and Engagement”  m 3w ngunin uaz Ak’

padUsznaufisnany madmi@LLaqmmwﬁ&jdLﬁuQﬂamﬂu
audnans fia aanLLum:uumig]LLaLLazlﬁﬂwsu%maﬁ@]auauaa@iamm
aanisvadgiiuatnananzay LLazmﬂ%‘n%'wyﬁﬂiﬁﬁagamaﬁi’lﬁ'@
TWduen I@]ﬂmiaﬁumgﬂﬁgﬂ’sm’%wj?ﬁa:guammaa (self care) WAz
lesusmsfsnduanuanumans s HAINATIWAINIL Lmumig}uaﬁ
Joutuihoidugudnand m:ﬁﬂﬁwaﬁwﬁﬁmqmmwﬁ%n Lﬁuqmmw
la LLa:L'ﬁ&JQm@iﬂﬁﬁmzuuu‘%msqmmwLﬂuﬁmvﬁmﬂa

’ﬂa%’aL%\‘imﬂéwﬁzyﬁdwa@ianm,ﬂﬁﬂuLLﬁJmizuuu%miqmmw

g&ﬁ'@ajuﬁﬁm’\muaﬁsjuﬁuﬁﬂam‘ﬂuﬂuﬁﬂmd Ao MIElUALUIDY
Hi1aadns mimmamaqmmﬂimammwwml%mmmﬂmnu
ANUFIT IR T nIsnNatuawld uarmMIeanNLUUTI LSS
AAURUAIADAINAIANIY

mm%wmwgﬂﬁuﬁmjﬂasJLLa:mam%ﬂ@UI“ELLmﬁ@msg]LLa
“?'ia;iatﬁu;jﬂamﬂuguﬁﬂma snfumssslamaiimelmians
WAIWI AN INYDINATNE LLa:Lﬁuqm@iwaamsﬁma

ﬁﬁ]ﬁ;ﬁ'uﬂ"ﬂaﬂiﬁmﬂuﬁﬂé’cyﬁ'umﬁuﬁaLﬁmmﬂ”am'm
ﬂi:aumﬁﬁmaagﬂ’m finsliiesesdafinainnanslunisysefin
anufanals uasSuiuFsazionvasdtholunsvamgmninus:
Ruanuftonals Lﬁ‘amauauaamwﬁadmsmaa;jﬂaﬂm:uuu‘%ms

gunwifsuudasanaitvaslanfimdadfouly

]
aad

n137a LLa”ﬂi”Lﬁ%Nﬂ‘].l%ﬂ']iﬁ“llﬂﬂwsl,%&l@]‘ﬂlld L%‘HaN‘]J"J 1140

q

ﬂuﬂﬂm\‘l (measurmg patient-centeredness) Lﬂuﬂavl,ﬂmﬂmﬂl"ﬂu

ﬂ'WT’IIlJLﬂaauLWﬂﬂﬂiw@]UﬂW;ﬂ’]Wﬂﬂ mluammmamauauaamw
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manisastizmau yaan wlowesy uandundndsziuduguniw
28989AN7 wiszuumMiauazlszifivasianusanlunmsvaw
AN Lwﬂuﬁﬂudqwﬁa sruumyTananeraduilefofivaas
MINAWN mm:‘uuvﬁam‘%adﬁaﬁi‘*ﬂumﬁ@Na"l,liﬁﬂmmmﬁmwa
Wasnuasatasiiation lifadanusrasd nialtnuianaia

9 NwIaFa The Putting Patients® First lagann1iu Planetree 1o
iamwéhafj'mmaam’%mﬁamﬁ@qmmwmaa Patient-Centered Care

AIANVRINRANEY LLa:ﬁaﬁmsmﬂun'ﬁﬂszqnmﬁlﬂﬁ RS

ssinnuaansasdia  Aaaene (Examples) danangan (Considerations)

IANA (Measure Type)

]

n13dngaLlszaunsal - HCAHPS, CQl, Picker  (+) RtalUUA5auazssideLasnig
=®

SN Patient Satisfaction Survey  Anm7iilunnsgiu amnsald
(patient experience - Net Promoter Score R R T PTA A LA IR T
3 o a &
surveys) (NPS) Tunan19AiiueuLedesing
- Conseil québécois (-) Hgpdamounizauanania T
d'agrément; Accreditaion  @aNnsnavviendeyadanLay
Canada dayandudeuandszaunisnd
gulae 6l
¥ a2 ' o = A ! )
FayaTaAnININ - MEUNUINgH (focus  (+) nstiunnizasidnvesdilag,
(qualitative data) group) 1ssaunnsnd LATWUIAR TaaY
- nsdununiilos Iidagyaniaauanuinndinig
(patient interviews) Huwuudngaa
- . I
- Afusesannngulszeng (+) sevantesdihaninisgen
¥  a . . o A 9y o
#1989 (testimonials), Teenannisguantngiloaiy

A A

A Ay - =
apuNeTUTNvFesedEEY  Audnany ueTeINananngn
(letters of compliment or aiausaiuaialawazqal
complaint) winsulasuwiasliiugaua

() lalmaslddaya@annininlunig
U U = =
aviennudlinTeTaudiey
HTELL

Susan B.Frampton, Patrick A.Charmel, Sara Guastello., The Putting Patients First Field Guild

(Global lessons in Designing and Implementing Patient-Centered Care, Planetree (2013).



szsinnaadpsasda  Maaeng (Examples) danangasn (Considerations)

IANA (Measure Type)

P
o

FINTARATUA NN ﬁﬁimﬁmﬂizmumi@m (+) VEFNAFNNNTTONTENTENINH R
(traditional quality (process of care indicators) m?@LL@ﬁﬁmijﬂQmﬂu@uﬁﬂma
metrics) - 8n3n9Fugilaedn AUNTRRAUIADUNN
(readmission rates) (+) udayanannsodauazdniiu
. - »
- $M3INN9RALTE i
(infection rates) (-) mﬁmuuum‘ﬂmé’ﬂ%ﬁ
- fRsANNTINA

(adherence rates)
o a aa
- ARNTINITLAETIR

(mortality rates)

ADININLBINITA LA - BUUUsTIHUAMAINIEY  (+) AIN13DLUILIRUANININNNIALA
= 0 . a | = ] -
srazilasuenu (quality  nnsguaszeilasueinu Tnendevasnauaindseaunisnd
of care transitions) (Care Transitions Measure grlaamdsnisauigann
(CTM-3; CTM-15)) T39NeUNA

(+) huulsziiin CTM-3 Tauladns
wazlaiflunnsslunimauiuy
&1999209E1l0e

(+) #nsldeilallszgnafldacig
LNTuaNe

(+) ldsumeanigaisni &
T2NETLIAMA L INT WL
sziiiu CTM-3 14d139a39uriu
HCAHPS
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UszLnnuadATaINg

IANA (Measure Type)

ANIINFAN (empathy) -

Aaeng (Examples)

Jefferson Scale of
Physician/ Medical
Student/ Health
Professionals Empaty
(JSPE)

Person-Centred Climate
Questionnaire-Patient
Version (PCQ-P)
(Edvardsson, Koch, and
Nay, 2009)
Person-Centred Climate
Questionnaire-Staff
Verion (PCQ-S)
(Edvardsson, Koch, and
Nay, 2010)

JanNaITN (Considerations)

(+) Buvudszdin JSPE Winuinagay

yn9RmANENTRANLNTeTe
Tunslsuidiuaaudanian
(empathy) luLBLIMAIBSLANEANART
Anwuaznisguagilae

(+) huUeziin JSPE fnnsutlaive

14911 38 N ez ldagnaung
nangbu 54 Uszmasialan
seAUATLILaed JSPE Tulé
ARNLULANTUNITINTEAL
ANNIINFANTBIYAAINS
ngNgTae (ancillary staff) VED
naudldldiEnamien@in
(non-clinical staff)
Person-Centered Climate
Questionnaire YnBBNKLLAMTL
nstssiiiunsfuFluiAnIua
A= oy = - >
neiaglendudutnaninis

v Y a
BUneLATELTLNS




UszLnnuadATaINg

Aagi19 (Examples) AaNa5n (Considerations)

IANA (Measure Type)

szaunisniiesiiisung
(employee experience),
ﬂ']qlllg@@']'ﬂ? LASAINN
Nanala (compassion

satisfaction), A9NEALsE
(fatigue), NazuNA N

Tun19%191u (burn out)

UszaunieanifLisunag (+) i Il u UL sz ProQOL

(employee experience) AU5UAANIAY compassion

a =& .
LaZNTUIZINUANNS fatigue wazn1zmNAlN (bumn out)
wala (satisfaction waliAaslddusunnsatiage
surveys) Azsanang tnsasesiia
Professional Quality of wiangusuldauln 17 a1en

Life Scale fourth version  (+) TA9N1IBUNNFLUITNR

(ProQOLR-IV) (The National Consensus Project)
(National Consensus TFunIsatiuaUUAINYais
Project to define Arthur Vining Davis e
compassionate healthcare  A1HENWATgLLLLNNILITIE
by the Schwartz Center) mi@LL@aﬂmwﬁﬁmméﬂmm
WULLIEUITALAN Tnannasagflusgndenisdnin
WARINTUNFAD ALY (+) Self-Compassion Scale (SCS)
(Self-Compassion Scale # 26 gaA N lunT sz
(SCS) (Neff,2003)) 1/52neUAIE ANNINARABALLDS

(self-kindness), NIFARLFAULES
(self-judgement), NYHeITITN
(common humanity), AN
TARAEn (isolation), aﬁﬁ'ui
(mindfulness), kay mm%ﬁ?m
Al (over-identification).

N1991891ULTEANEHE
Ineiilagl (patient-
reported outcomes

measures: PROMs)

Sweden’s rheumatoid ~ (+) {uithsiniadnszAuNsFLFan Y

arthritis registry el QUNNIEALLARAFMEFAEL LS
1199189152 AN5 A (+) armngaysasnissanlunig

L dl L
nsgualatilas en TNUNUNTA L ATR e
fuenn1sUinde an1ue LATNANIENUNNFD U ANENA
AUNIN WATATUNINTTA n19gua

(-) 9tz uuaee PROMs W0
dseendld fdaiidadninegly
1laqiiu uaifitaaamenennd
AZUENENAGID IUBUIAR
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szsinnaadnsasda  Aaaeng (Examples)

JanNaITan (Considerations)

IANA (Measure Type)

A0 (health confidence  (PAM)

measures)

N39AANITANUANY - Patient Activation Measure (+) N9tlsziduigilaesesiuna

v [~3 dl o/
fogmued ludszimunaaniy
AYNG TiNHY LazANTaNY
TUN193ANIGUNINUBIALLEY

@mmw%"imﬁtﬁﬂﬁmﬁu - ﬂ’]ﬁ‘ﬂﬁ‘:Lﬁuﬁﬂﬁ"ﬂUﬂQN
420 (health-related ﬁﬁzgmmw;hmmﬂ anla,
quality of life) 2900 WazdIAN 1T
wuLevidu health-related
quality of life — HRQoL,
SF-36 health Survey
- Personal Health Inventory
(“My Story”) in Veteran’s
Health Admnistration
- Assessment of Life Habits
(LIFE-H); MHAVIE (French)
- Satisfaction with Life Scale
(SWLS)

(+) Hafunsdauansenuseaniue

A \ e
zgﬂln’]WVluNQMQQMﬂWW%Qm

(+) Wansnsznd NI uasiaiiia

WAZTTULLITNNTAHLAYY

v Aﬂl
+) 1Fin1ImagaLANLTELAY

oA A ~
GG TC LR RE LN IS I
SF-36 lulsznnagaant)
nrgualguni uasgNTUw

(+) PHI Wlunnsdseilivnnessuy

aaulaid Taeldimunanes
UgzarnisuaznmssinuAn
Aua g lunsguagann
fiflanudAoyrenmunnian
ABINWINL

'
aaa

(+) The LIFE-H ATRULIAQNNAT

ua NIRRT LAR LA LW
the WHO International
Classification of Functioning,
Disability and Health (ICF)

(+) The Satisfaction With Life Scale

(SWLS) Musziiuaauivanala
siadamlanialulussiuypag
Ine szAuANNanalaseTin
iluila ”ﬂzﬁwﬁﬁyﬁmﬁ@umm




szinnaadpsasda  Maaeng (Examples) danangasn (Considerations)

IANA (Measure Type)

Symptom/ Symptom - The HRQL includes a (+) Symptom burden surveys
burden Healthy Days Symptom g ldduiuninmanudila
Module and Activity anunisalianizlsnreangs
limitation measure éﬂwﬁmméqu (44 NI
available through the waclsAmuLAs) T
Centers for Disease ﬁﬂdﬂﬁiﬂﬁi@LL@LﬂuﬁLﬂH i
Control (CDC). Disease- ﬁm’mlgl’mﬂwn’]i@l,l,@l,l,uu
specific questionnaires LTLNALIIN (palliative care)
are widely available. vizalaanenunaian dusiu
wqﬁnﬁuﬁlﬁﬂﬁm - Department of Defense  (+) AsaLAqH N17LszidiugLLuy
AUgINNIRIALAAR Health Related Behaviors 30438 Lu mﬁéﬁ'uzgm HUANFA
(health-related behaviors)  (HRB) for active duty memizguuﬁ' %qmmml%’lu
military personnel. mﬁx‘uqﬂ@'%“ﬂL?qlﬂwmﬁﬂqmmz

FANWEWINgZLAUN T
glenflugugnans

MIAUAIVBIFDIUNEILA UM INA WA NN IZULLINT
guAwAyssnnIninnMIveInsguaiiagiheidugudnani (patient
centered care) ALANINWIBUINDY FIHA IFLANANUTINM B LAZAUNL
TamalumswamuiaIasiian klunsiana patient-centered care Lie
o @ A s 6 n:i' s [ n:l' Y a
fnuAamunasaninsifsuntaseslausriuluasansiliusnns
droilaanubuaysd aziouguauazanunany waadliiiu

ANINVDY patient-centered care a&i’ldLﬂuEﬂﬁ‘iiu
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Health Center
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LN LFATEINANNNTEN
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Specific
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NINY 6.1 Spectrum 289N135UIBY HA
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AowBNLI LA mnavl,ma’%wﬁLﬁﬁwﬁﬂizé’unﬁﬁwm

Reflective Practitioners

Contribute to the Development
of Reflective Practitioners

\J

H o~ Cultivate a
Community of Learners > Community of Leamers
Cycles of Reflection & 4 Establish
A Ctl on ” Cycles of Reflection & Action
g
q — Develop a
Culture of Evidence N

Critical Friend ‘ » |dentify&Usea

Critical Friend

Collect
P Evidence

Evidence

o o

AN 6.2 LUIRARIATIURINNTUIL RN LNBLETNNAS

o

10 Fetterman, D.M., Kaftarian, S.J., Wandersman, A. (Eds.), (1996). Empowerment Evaluation

Knowledge and Tools for Self-Assessment & Accountability. Thousand Oaks, CA: Sage.
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u
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SIPEAEU

" Fetterman, D.M., Kaftarian, S.J., Wandersman, A. (Eds.), (1996). Empowerment Evaluation
Knowledge and Tools for Self-Assessment & Accountability. Thousand Oaks, CA: Sage.

12 23Ny mfﬂélﬂ. (2549). ﬂﬁﬂi:tﬁulﬁam’%uwé'déﬂuﬁ‘ﬂ: moaaﬂﬁﬁﬁmﬂ = Empowerment Evaluation.
NPNNIAUAT: LLﬂﬂuWéuédﬁ’]ﬁ@
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A miuauan NI UDIADUNENLING
Clinical Tracer MuImeAATNAgLlUNEIuaIN
Highlight nsimuINIsguagiaeianizlsa

LAZHEAUNITNN UG UTLAUNAR
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1.1 MY naumaInutainmiua1aIn1n g HA 49
gan. ldoanuuunanumsdsziiuauias (SAR2011)

=

13 TuuwInig w3ansld Extended Evaluation Guide

P~

Fafwnawimsdssinivssanulidauiiulay
Usztlwing § a1u3zau (N=not met, P=partially met,
M=met) Lﬁlaizqiaﬂﬁaﬁwuﬁ

12 nsld SPA uaz SPA in Action Wailuwuwinialu
mssasnoulifnsziduanzanusunaesesns
LABLIINIINITHAIUN LLazmsﬁﬂLauawamsﬂﬁﬁaﬁ
Falandeln

1.3 lfn1sanusas (trace) S'i';qmﬁ]ﬁmﬂumimmaﬂﬁﬂ’m
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Usudssmsdfiialiagetu

2. mMsdssilinmuani1satitwnis (performance evaluation)
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NunTamIguaritie Hhandiesed MUK waziawde

L‘ﬁiad #59.193@%11 Performance Evaluation Framework L‘I/d\l;a

Wwuwanetszidin performance §1%3U A-HA
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FlAiaanuduiusnldviniey d9daag19 parent-child
_ 4 ed L, e . -
relationship mogwwmiﬁaammmu?n% 150 aagugn
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Iagluszduviniu v3a adult-adult relationship @3fna
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N TarTa
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ARTNITiat
FRINALVAY
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HA Sdwfiiinidufanisuensainy multiple requirement @2
extended evaluation guide LLa:mwmw"i@@iawaé‘wﬁﬁga%u

LﬁaﬁnaaﬁﬂszﬂauﬁéwﬁtymﬁmsmLﬂ’%‘:mLﬁtm 21AUNIT
dapaaialduiussnallil

A19197 6.1 WRaLfiey HA U A-HA

HA A-HA

Emphasis Process (compliance to Performance (result of

requirement) multiple cycle of CQl)
Mode Formative Evaluation Empowerment Evaluation
Expected result Average Above average Excellence
Score 2.5-3 >3
Evaluation & Improvement  Measurement & CQl More systematic
Integration Early Effective integration of plans,

processes, information, & actions

Core Values Learn to use Gain from using
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agmﬁfu (emphasis) 9ALEWIDINTIUIBS HA AanInaNTaN
N3zUIUNT (process) INANIUGTAANTMAUATBININTIIN VDue
ANN33U389 A-HA %anINIRINTMINTZLIRAIILAT faztnuLdinln
FIUVBINANTAWARNNT (performance) NENXUNTOUFASIALAUNANT
a'a.&f ] ' d; A A a Kt:il I a d' & (- d'd
NOURDLNIADLDINIDNNAANTNLT ULAA TIUUNRVAIN TN WIND
MIRYWIEBVBIN IRAWIUNIN (CQI) Wadvdatiasnas g sau
-y =1 =Y Qs lﬂl a L
ApmInragduuuvain1sdsziin (mode) auNIFI CRVA R
LKIA® empowerment evaluation #1AIUNNTUILAUNT HA waz A-HA
g LN IR LA T AL WLAE A IINANINT I [TIWEN LN Va1
SUsa9 A-HA ﬁ]:@’faamu’ﬁm:qiamaﬁ'@umLLa:ﬁuLﬂﬁaumiﬁ@um
"L@T@Twmmaalﬁmﬂﬁq@ uefinsdszfiu HA M ldasfisdunud
NEUKNRIUIZAINY formative evaluation AaniTUsstiunTuuzlana
WA TIUNLU empowerment evaluation AWNL maturity VaILARE
T59WeU18
%] 6 H [ o o a
HAANSNAIAKIY (expected result) NadWTUaINTALHY
nawaw lulsaneruns HA ﬂm%ﬁfa’ha:a%ilm:é'umm'&'waa
6 a a % ' g; s % 6 o a A
IANTILAVULALINY §I% A-HA TUAIARIINFINTNITA L AUINURID
A e f o A A
performance ﬂgaﬂ'nmmaﬂvlﬂaumimuwLﬂumﬂ
Az (score) AzLUUNANISUIsAUluLARznNIAVD
10331% §MTU HA azlfinuainzuunninuetf 2.5-3 3 AHA
ﬂ:LL%uiquﬂﬁ&l’mﬁmll’mﬂ’h 3 (8Nt BUIaN 11-8 Bmm:ﬁﬂqmmw
waz 1-9 MIvnuiuTNTL fnSulsawenuiaunlszian anaay
. o X o A CAd . 4 v e
gaNSUAzunn 2.5 o AniuuSun udiashaasslagudasyinnu
3 WIaNINN)
msUszilinnauazn1suiuilse (evaluation and improvement)
msﬁi:l,ﬁuwaLLa:ﬂ%'mJgdLﬂum:mumiﬂﬂaﬁﬁﬂiwwmmmﬁ”aa
Anfunisaguan fSulsanegunaNazrasusad A-HA 119z
& a X A A o e Ao A = a
AN WIZUUNINEITR AaUNIITRUBAAITIANATIUTLAULEEE
ANURDAARDINWIWIZAUATIY LT0e19Tala% (definable) §n1s
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TSINEILIRAINANNLANIZEN ANTHIRUATINAINTTANADENS
a¥LaNe (repeatable) uazdimsiiaseiiiasiina l sz Toasd

YIMINI3 (integration) Lﬂuﬁﬂ%ﬁwﬁzyL‘ﬁ'aﬂi:muﬁﬂmﬂﬁ
FanARDITMLaz AR NUT T IsannUaTiaz eTuT89 A-HA 233
myygsanmMIluaddisznanednsg 1w unugnsmans unuljoanu
nIeaNUULNTELIWINIU Tayamsawing uaznsUjida Wiou
LLammsmﬁ'wLLﬂmﬁﬁ%umﬂmigstmmsﬁmma

M3laanian (core values) nunafivAfisuauniaigin
HA 19 17 ¢ TwiuefisuaasTsmening s’fémwzﬁdmimﬁua%i
Aoutnann Tsswsnunafieswaiuses A-HA arsvinanuidrlaluy
core values A9naN8E19ENGS dataumsUGialunnszdulas
didudiadng wazaanInuseINadsans ol lomii ldannsld

LA e
core values L& L6

MSLIOVANSITIOINANSUoUMSSUSOD A-HA

] v

N1ITULARIBVBIN WY HUTAITITAUFIFAVRIaIANTAITH

2

o

lamalasunmuuwifeddngues A-HA naudasulasihasdnsitn
FNIZUIUNITIUIDI A-HA ;jl"ﬁ']ﬁd’;u@iamwﬁwﬁﬁﬂummﬂszﬁu
v 1 g = Q Q dl v
performance 2a4lsanenuIamoununaallit dlasn (nazaiie
nadsusdasgiwaneitdwg S3eladunindedsfianifintin)
anzawi (Ignandasimasuaznindulas) iiuazadusan
(@103 Tays niwens lana srwnadadule) auntassus
R o = =y Qs VYo Q 1
(@udu AN3En Jewr anududa) wsanas liiasle ld
AN UAZBTIBAAAN (empower, monitor & trace)
mm’%’sufmaoﬁmm FIN.ATTAMITERIAIUEAUNIRIND
U ldnulssnenafiugasnnuiwsaaiumasusaslugag 18 lian
2 v d' nzo'z 1 a % 1 U =3 é’
919N Lwal%uulmw:mammLmﬂaamdgﬂ@]aol,l,amnm Tay
Bawmmaﬁvxi’aNaﬁ%m%a:ﬁaaﬁmﬁaﬂqﬂﬂaﬁmm:auﬁd’luﬁaa
ANUIANNENNID AN waztsraumanl inFuRetaunsiivdneg
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1. wsaAn A-HA 1wa it lauwifauaziiausainaials
C™ .:I -~ ci v
2. ANAIPINNINDAINE UaziAIBsdian 1ZsznauaNaIgIn
Walwaansnihanasguldldedgrsdnla
a 6 a 4‘ Y
3. USUNaIANILAN15UI2Liin performance LN lRENXNTD
ANLUUIZLUNIITANANROAAR AINULSUNYAIDIANT
FarzrnaniTia waziin llmUse lomilunsweann
() 6 (% 4 v
4. NMIIVURBRAZIUBANALINENIIRMWT WNa i ENN1In
%’@ﬂaqwfém%'ummmsﬁwm e uAaas19a33a
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PROBOEIUMSWPULIMIUIANSDIL HA lla: A-HA

winslafidudmslunmsnaanuanasgiu HA uss A-HA i

RINLUINTNIZAUNTU 2L 1 mamgﬂvl,ﬁé‘aﬁ

crgmsilszidnmsUfiGeatanivue (Compliance Evaluation)

wrwdaaIgImaazun @luaasgiw HA) udrsanld
Wiuanudenlosvasdervuadeg ldaufionadng waz feedback
loop i34 Lﬂu‘éaﬁﬂ’aﬂﬁ‘%sufﬂizﬂauLfvl.ammmmg'm amaulA
e snawlas lduanain

Standard Detailed Process Flow (f‘a’]’ﬂﬁﬂlﬁ&lﬁ%ﬁﬁ%’u A-HA
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Extended Evaluation Guide (Lﬂud’ml,ﬁwaammg’m A-HA
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el fravaslssmenuianaziisnsuEuiaw Fifiaasszieh
dolinimszfudisaialiauasmelaindnioniin udnisjssziin
e gap withluwau miduiinoulunszuaumsdngg wu

afiszuznalunmsjuduinnia 6 weurouiiazaaiuses A-HA



SPA (Standards-Practice-Assessment) (ﬁlummg’m HA)
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dudtpdmiumyhanasguldgmaiuszmadszdfinauas
\lavnun9§Iues P-Practice gnﬁﬂﬂmmmmwmﬂu Extened
Evaluation Guide lu A-HA Lilavmag A-Assessment snansninlule
dselomitlunisusziliu performance o

SPA-in-Action (Hluanasgiu HA) udrisdnsuniig
unginlu SPA majmsﬂﬁﬁ‘aﬁaaﬂﬂﬁaaﬁuu‘%wmaaaaﬁmﬁamm
mmmdwa:vl,sﬁagﬂﬁﬁmaai’]:ym‘ﬁ'éﬁﬁtyﬁmsﬁwmﬁmimaammu

FLUUMANZFY

A8N13U 32 ABHANIIATLHKIW (Performance Evaluation)
Performance Evaluation Framework (éT@ﬁﬂLﬁm%m%u A-HA
wagnrsalalunisiawy HA 1) Wuuwwinisdaniunsdsziiu
performance 7893z UL9%619 9 luuAaz a3z Tagdasnounteg
TAlsawenunaiansan msa:@]auﬁmmmdwf‘tﬁaﬂ%ﬁugmmmﬁuaz
ﬂszaumszﬁl,ﬁmﬁumﬁﬁfﬂmaaﬂLmusl,unmﬁuﬁagaLﬁamauﬁﬁmu
Waauoluwnnsdszdin FIN.AARIIABINIRTURAE I ULGRE
fMoNNaENINITTUAILU powerpoint 1 WY LazAarIanlUselomil
I@ﬂ@lﬁlmiaqi'wﬁuﬁﬂmwamsﬁuﬁuw%amwuwmﬁamauauaa

AaNanNITUIZLI®

MSyoSUMSIEEUA1SOD

asw.azdaldimsBouiafiesuses A-HA Adadaiula
lssnenuadianundan JainualiiinnsUsziinanuniavves
Tsawoonalaswalilssnsassdoyaddguinsauiunsin
AN NI war mIwarRsondafoulsonenunaiefiansansy
W ldsunsw

Wedszdunnunianvaslsangnuialunisvaiuses A-HA
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. Hospital Profile

1ATRTIINTIANAAWE SO QU VBIBIANTNTUN T NULHY
& & Y a o &

NAYNTYDIDIANTULATNIATTIU A-HA 168150 IHAANT

@@analiln tree diagram)

NRAWTNIA AU TN W RAYDIAIANT WIANURAIDINT
= = Qs A tdl

wWRsufsunugiisuAmanzay

waﬁwﬁ(ﬂﬁ@uagﬂuyéwﬁty/s%’usﬁau/uﬁmga MNLIUNVDI
6

296N

@28819m131F HA core values (3aan1ai3puiluniah

qﬂamstﬁmoﬂﬁﬁﬂmgmiﬂ%fuﬂgﬁ:uu

¢a819n3LT HA core values 13849 continuous improvement

& focus on result

mMILd N lsswenuTatNaN T SUT lUTUNTN §IN. A2E

Q’LLY]%L“IQJ”]LEUNINW PNUNALNANNTIN I ISINEN LA T AN UNT AN

Sudnlisunsay A-HA w3ald leslfinmsida luilunsdagula

1.

ﬁuﬁﬁyimﬂmmmﬁ@LLazm%aaﬁaqmmwlmmﬂaa@ffy

T lwnsUSN T RUNAUeI0IANT

. Siuuquawiugiufiduuds nelavsadhs Avgouniw

MINFUNEIBNIINAIUY (QI) LTNAUTZUUNIBTITIILLLING

nNQmMAN (QA)

D

= v

AINRIBIINVBINNELALAT I TWALT VLTI FIN1TOLUS

¥
2R _ K

AMURINBYBINAITIUIAE9ENTY wazazylomatamw
fonyle
RININUNFUDA0H NN INAWI IV UNR LT R8I L %
Auguvastays Imsliuianssuiifiues

= g v

f32uu9a performance vad5zuuLazltUTlomilunns

NAIWITZUY



Wwavan ssw AansanTunldsunsuudy sxfinszuaumsln
MITUFTeYA performance YoINIQUARINBUAZTZULIHAIY VDI
lswsnnaduszozadnsdafias wnfandignszuiumabouinma

LN ams%fmmqmmw A-HA sl,%ﬁ a;@]

aoull 6 msaenechaovns:uouns HA | 1517






UNRVITIE

o

“d SR A ” | o 1 a L™ a -7 a 6
fisedefidw 1udnaives snfia nans dnidwrhudaiulug
;j 3 ﬂuﬁm’itytywmmaﬂaﬂﬂu%ﬁd
[- % = o IS =3 o a Y tﬂl v
gouneadinslanudndufiwnegiligdeidanis
ﬁawm’%msqmmw
Frauvavuanulindalduasaiunsiuis AGIUNaITRNA
LEAIBANYBIIDIBNEILNAY Y LAz lasnINTIa
anulinsdadudunuiigeds geaudenadszanmdild (du
U dl o Y o tﬂl L o =1
dunuiliingesennldansa
gowwentnalasuautirslandensldusniinlsaant
FUDINIIAUIMINI8RI lakazANNSD ﬁlﬁﬁunﬂﬂu NN
aunlunanmoly Wudifisuduldanawang udazau
uaaauTINAIWIwANYN Lslaveasdng
AMNAILSAVaI0IANIN e sUANUNLT9le Slrrasuvas
v té 1R Qs %3 v d’ Qs ‘ﬂl v >
dlagnits wdilunanudududauiduinfenlddronalnuasauds
AN 9 FIUIBUINVILTINAY iwﬁaﬁﬂamta:ymuﬁﬂumu%ﬁwaa
e 4 X
NMITuULARawiaRE
PR Py a ' o
fidewsanfigauluszunuiniguninvesdszinalnesiuiu
&319
U v e A o = v A = 1
wunetanthgsgnening wusssanudnialdiiusla Siud
£Y] a o‘d‘ o % 1 ag A 1 Z o A
1vu MuAusDWMIIRINTUTanLazd ok ININTURIa L ARTUIa |

ﬁuﬂdﬁuLLﬂtLLﬁdLLﬂi\‘l"llﬂx‘iW'JﬂLi’Wlﬂﬂ%

HA Update 2016 | 153



AEOMINAISIWENENUESIS:UUGID
uilAs:e:RtoNaD
iOulUlsindoluniswsrilAinnArumwiu
oe0IJusssUBIA

INNTUOEVONIUR
InMMsURURAIuGONAoS:I0U
Inaimsnounuloanan

IS:ANAURNA
S:h0AIITUSSSUBA
AUMSOIFES:UUINNOUAL Tnoewls

ISBN 978-616-8024-05-8

9 '7861687024058
3191 150 U




