
Quality Management Building Blocks 

Case study 

The following case study illustrates the use of measurement information for quality management 

purposes. 

The Redwood Health Center is a multispecialty clinic that employs ten care providers— nine 

physicians and one nurse practitioner. Quality customer service is a priority for every staff 

person in the clinic. 

Measurement: How are we doing? 

To judge customer service, the clinic regularly measures patient satisfaction. A locked, ballot-

style feedback box is located in the waiting area. It is clearly labeled: “Please tell us how we’re 

doing. Your feedback will help us make things better.” Next to the box is a container holding 

pens and pencils and a stack of blank feedback forms. The one-page feedback form includes the 

following questions: 

1. What is the date of your clinic visit? 

2. How would you rate the quality of the medical care you’ve received?  

(Please Circle one.)   (Poor) 0 - 1 - 2 - 3 - 4 - 5 - 6 - 7 - 8 - 9 - 10 (perfect) 

3. How would you rate the quality of the customer service you’ve received?  

(Please circle one.)  (Poor) 0 - 1 - 2 - 3 - 4 - 5 - 6 - 7 - 8 - 9 - 10 (perfect)  

4. What did you like best about this visit? 

5. What did you like least about this visit? 

6. Please suggest one or more ways we could make things better. 

 

 

 

 

 



Exhibit 3.3. 

Excerpt from Larger Report of Wait Time Data for Each Patient 

Monday Wait Time 

Patient 1 12 minutes 

Patient 2 9 minutes 

Patient 3 17 minutes 

Patient 4 7 minutes 

Patient 5 9 minutes 

Patient 6 13 minutes 

Patient 7 21 minutes 

Patient 8 11 minutes 

Patient 9 7 minutes 

Patient 10 8 minutes 

 

Constructing Measures  

Creation of performance measures should follow three steps to ensure each measure yields 

information that is accurate, useful, easy to interpret, and consistently reported: 

 Identify the topic of interest.  

 Develop the measure.  

 Design the data collection system. 

These steps can be time consuming but are essential to ensuring that the measures are useful for 

quality management purposes. 

The first step to constructing a performance measure is to determine what you want to know. 

Consider just one function for example, taking patient X-rays in the radiology department. To 

select performance measures for X-ray procedures, consider IOM’s (2001) six dimensions of 

healthcare quality and the corresponding performance questions listed in Exhibit 3.9. Answers to 

these questions can help the radiology department gauge its performance in each quality 

dimension. The department will determine which quality characteristics it will need to measure 

regularly and which questions will provide the most useful answers for measurement purposes. 

Factors the radiology manager will take into consideration when selecting performance measures 

for the department are summarized in Exhibit 3.10. 



 

 

Exhibit 3.9. 

Quality Dimensions and Performance Questions for Radiology Services 

  

Quality Dimension Performance Questions 

Safe 

 How many patients react adversely to the X-ray dye? 

 Are pregnant patients adequately protected from radiation 

exposure? 

Effective 

 Are significant (e.g., life threatening) X-ray findings quickly 

communicated to the patient’s doctor? 

 How often are pre-surgery X-ray findings confirmed at the time 

of surgery? 

Patient centered 

 Do patients often complain about a lack of privacy in the X-ray 

changing rooms? 

 How many patients are greeted by the receptionist upon arrival 

in the department? 

Timely 

 How long do patients wait in the reception area before an 

exam?  

 Are outpatient X-ray results reported to the patient’s doctor in a 

timely manner? 

Efficient 

 How often must X-ray exams be repeated because the first 

exam was not performed properly? 

 Is staff sometimes unable to locate X-ray films when needed 

because they have been misplaced? 

Equitable 

 Do uninsured patients receive the same level of service as 

insured patients do? 

 How often is the mobile mammography unit available to people 

living in rural areas? 

 

 

 

 

 

 



 



 


