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ABSTRACT

The number of people undergoing hemodialysis increases rapidly each year. The number
of dialytic centers also escalates rapidly. Facing pressure form competition, medical
providers believe quality service will retain patients. To ensure the quality of service, Quality
Function Deployment would be a good tool for quality management.

The purposes of this study are as following: 1.By the example of hemodialytic care,
evaluate elements of demanded quality from patients at a community hospital. 2. Construct a
comprehensive healthcare model for hemodialytic patients by Quality Function Deployment.
3. As according to customers’ needs, formulate the strategy to develop performance functions
in a comprehensive healthcare model for hemodialytic patients.

From October 1 to November 30 in 2006, randomized samples of 52 patients undergoing
hemodailysis at least 3 months are included in this study. All 52 patients were interviewed
and recorded. The elements of demanded quality are extracted from records of patients’
interview as customers’ needs. The target scores of elements of demanded quality are
evaluated by enhancement strategy for building quality house table. The target performance
functions are deducted with matrices of demanded quality v.s. performance measures, and
performance measures v.s. performance functions in quality house tables by quality function
deployment.

The weighted elements of demanded quality in order are: the technique of puncture and
hemostasis by duty nurse, the doctor’s health education by monthly blood sampling report,
the cares of arterio-venous fistula, the distance to the hospital for hemodialysis, and a large
hospital with many subspecialized departments. The weighted target performance functions
by quality function deployment in order are: standard process of hemodialytic nursing care,
standard process of arterio-venous fistula cares, training of specialist for hemodialysis,
standard process of hemodialytic medical care, quality management of hemodialytic care.

By quality function deployment, we realize the demanded quality of patients, and
relative importance of medical service functions, therefore the directions of service function
development for the hemodialytic care at this community teaching hospital.

Keywords : Quality Function Deployment (QFD), hemodialysis
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