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• Quality Planning

• Quality Control

• Quality Improvement

Shewharts Total Quality Management





Toyoda Automatic Loom – rights sold to UK in1926







“The old way: Inspect bad quality out. 

The new way: build good quality in.” 

W. Edwards Deming



QUALITY IMPROVEMENT?
What is



High Quality care is care that is:

• Safe

• Effective

• Patient-Centered

• Timely

• Efficient

• Equitable

Quality: The IOM’s Six Aims
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‘The system that people work in 

may account for 90 or 95 percent of 

performance.’

W. Edwards Deming



Model 2:  Positive deviance
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Model 2:  Continuous Improvement

“Every Defect is a Treasure”
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Looking at Data

• Here are two numbers…what’s going on?
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Hold on…
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But…
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But then again….

0

5

10

15

20

25

30

35

1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16

Series2

A

B



Erm…
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Here are two pie charts – we wanted to 

decrease DNAs (no shows)



Hold on…
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But…
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But then again….
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What’s going on with this data?

Test 1 Test 2 Test 3 Test 4

1 8 11 26 30

2 12 21 25 28

3 8 16 20 24

4 12 12 21 16

5 20 20 20 20

6 8 18 18 18

7 7 15 4 19

8 5 9 7 15

9 19 22 6 14

10 22 15 7 11

11 27 21 9 12

12 10 10 10 10

13 28 23 12 8

14 30 14 15 6

15 34 9 18 8

16 35 18 25 4



What’s going on with this data?

36Service Improvement
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Beware of averages too…

• Here are our two numbers (Monthly data)
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Here’s what’s happening by week…

Weekly Data
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Or Even…
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Summary

• One number will always be different to 

another – plot data over time

• Tables take time to understand

• Chart your data to see what’s happening

• Beware of averages they can be 

misleading



Theatre Incidents 
January 2006 - March 2012

SSC implemented



tom.downes@nhs.net


