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* Voice of customer analysis

* Analytical Hierarchy Process (AHP)

© Kano model (assumed, expected, and unexpected
requirements)

7 Reliability

¥ Quality planning table
Improvement ratio
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SROM: Spontaneous Rupturing of Membrane
FHR: Fetal Heart Rate
NVD: Normal Vaginal Delivery
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Improving maternity care using the quality function deployment (QFD)
method at Fayazbakhsh hospital
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Address

1- Department of Public Health, School of Public Health, Urmia University of Medical Sciences

2- Department of Health Management and Economics, School of Public Health, Tehran University of
Medical Sciences

3- Department of Infectious Diseases, School of Medicine, Urmia University of Medical Sciences

4- Department of Biostatistics and Epidemiology, School of Public Health, Tehran University of Medical
Sciences

Introduction: Current Iranian perinatal statistics indicate that maternity care needs improvement. We
used the quality function deployment (QFD) method to improve the quality of maternity care in an Iranian
Social Security hospital.

Methods: The major steps of the study were to identify the most important women’s needs via interview
(n=18) and a baseline survey (n=89); establish a set of relationship matrices (house of quality analysis) to
link the women’s requirements with the best combination of the relevant performance measures,
organizational functions and tasks; analyzing the potential failure modes that might be experienced by the
functions; redesigning maternity care processes based on the selected functions and failure modes, and
implementation of the new care model. We measured maternal satisfaction and caesarean birth rates before
and after implementation of the new care model.

Results: Six necessary organizational functions and three potential failure modes were identified as the
basis for the new process development to satisfy the top twenty needs and requirements. Introduction of the
new care model improved women’s satisfaction level in 16 of the 20 items (p< 0.0001). 78% of women
experienced care consistent with the new model and the rate of caesarean decreased (30% vs. 42%).

Conclusion: Using QFD method to redesign maternity care process improved women’s satisfaction
levels, and decreased the rate of caesarean section. However, the large size of the QFD matrices and its time-
consuming nature hinders its efficacy in large projects. Reducing the complexity of this method can be useful
for its application in everyday clinical settings.

KeyWOI'dS: Quality, Quality function deployment (QFD), Maternity care, Patient satisfaction, Cesarean
birth
Hakim Research Journal 2009; 12(1):55- 65.
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