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Exercise: what do mean
when we talk about quality?

10 minutes
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Question

Everybody agrees that we must
have “quality” but ..

what does “quality” mean?
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"It's good to remain hydrated at a rest
stop - take your pick” John Culvenor
provides some laughs at #51aMelb15






Consider different points of view

* Doctor

* Nurse

* Patient

e Laboratory technician
* Donor

* Hospital manager

* Etc...
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* Inspector: What would convince you as to the quality
of the centre?

* Centre: How would you expect to demonstrate quality
to an external visitor?
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COST OF POOR QUALITY (COPQ) °*%

Re-collection

Rework | ah accidents

Death or Harm

Overtime Lost specimens

Repeat testing Inspection Tast down

No Harm Event
No actual harm bul potential exists

Near Miss
Unwanted consequence prevented because of recovery

Rush orders Poor staff Expediting and
for suppliers scheduling reprioritizing

Unplanned Internal waits Damaged
equipment and delays supplies

downtime - Shortage
Employee Expired Si.lxpcpe“sess of supplies — O — o — — — —
turnover reagents
Excess

Dangerous Situations

verification

Too many Wrong source
inspection for specimen Shortage

points of staff

Canceled Development cost
tests of failed test

Errors and Deviations

complaints errors

http://ajcp.ascpjournals.org/content/138/3/347/F4.expansion.html http://www.taproot.com/archives/date/2010/07/page/2
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 What can happen before and
after the inspection




