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Quality management in healthcare: the case of a South

Indian hospital
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Superior performance

The analysis of quality management using
MBNQA criteria  of the case hospital
demonstrates that committed leadership is a
driver for management accountability and
creation of environment for empowerment and
organizational agility. The hospital has effectively
implemented the leadership's vision even though
it has a top-down structure at the outset.

Human resource development is judged to be
highly effective based on training, continuous
learning and professional development activities.
Customer focus has resulted in high customer
loyalty, which is a positive change in a traditional
healthcare system that is primarily provider
based. Measurement, analysis and knowledge
management and information technology based
hospital information systems is an area of
weakness for the case hospital. Also, there is a
very limited amount of information for

benchmarking hospital performance in India and
that in itself poses challenges for comparisons
among hospitals in the country.
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