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Application of Standard Operation Procedure to Hospital Quality
Improvement—A Case Study of a Hospital Laboratory

Shien-Young Chang, Ming-Chang Cheng', Chun-Chin Chen?, Sheng-Li Chang?

Department of Management Information System, Tzu Chi Medical Center, Hualien, Taiwan; Institute of Business
Administration’, National Chung Cheng University, Tainan, Taiwan; Department of Planning and Coordinating?, Mackay
Memorial Hospital, Taipei, Taiwan; Department of Planning and Coordinating®, Cheng Ching Hospital, Taichung, Taiwan

ABSTRACT

Objective: Since the National Health Insurance program was initiated on March 1, 1995, a high quality of medical
service has come to be demanded by patients in Taiwan. This has stimulated our hospitals to pay more attention to
quality improvement. Nonetheless, the unique quality of health care service involves medical professionals (such as
physicians, nurses, and administrative staff) providing service to their clients (the patients and their relatives). Due to
human factors in this service process, it is easy for a hospital to produce variations in service to their customers. Under
these circumstances, reducing the variations in service and improving their quality have become primary functions of
hospital in recent years. However, during the quality improvement process, hospitals often neglect their medical opera-
tion definitions and their procedures. Even worse, a complete quality improvement design program has usually been
ignored. Although, statistical methods and scientific management have been applied to hospital management fre-
quently, they have been either misused or totally distorted from their original purposes. Materials and Methods:
Because the use of Standard Operation Procedure (SOP) can reduce service variations, provide measurement criteria,
and stabilize service quality, it is the best method for health care service quality improvement. The purpose of this
research was not only to help hospitals build an Activity-Based Quality Management model consistent with the spirit
of Activity-Based Management (ABM) and SOP, but also to implement it in the case of a hospital laboratory to help it
improve its operational quality. Results: The study found that SOP could reduce novices' fear of new operational
procedures and become teaching materials for training. Discussions: The Activity-Based Quality Management model
can help managers to discern the causes of quality variation. It especially provides suggestions for the quality improve-
ment of man-made errors, helping hospitals to continue their long-term quality improvement. (TZu Chi Med J 2000;
12:1-15)
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