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Visibility

Hard to assess in real-time where you
are & if there’s enough in the tank to
get to where you need to go.

Non-Supportive Culture

ORGANIZATIONAL
CHALLENGES

We often leave continuous problem
solving to management who operates
in silos. Thus creating a culture that
feels a lack of support.

Reactive Environment

Without visibility of the organization’s
pain points, most companies react to
situations rather than anticipate and
put plans in place to counter them.
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Emphasizing Market Needs

Highlights market needs
Universal application
Identify & meet needs using quantifiable metrics
to analyze, assess then decide

KEY
BENEFITS
OF TQM
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Assures Improvement In Quality
Performance Across All Functions

Adverse and non-participatory employee
attitudes
Largest obstacle in organization’s success,
growth and advancement
Focused on “attitudinal” changes/improvements
in employee performance
Promote proper work culture and effective
teamwork
Self development opportunity
Increase employees’ interest & engagement in
their job.
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Help Check For Non-Productive
Activities and Waste

Every organization
Wants To Improve Productivity
Reduce Costs to Improve Profitability
Quality improvement teams
To reduce waste
To reduce inefficiency
Introduces a repeatable and systematic
approach
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Helps achieve cost-effectiveness and
safety in the organization.
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Meets the Competition Head On
TQM Techniques
Helpful to understand competition
Helpful to develop combat strategy.
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Due to extreme competition in a new market...
Survival of many organizations has become the
vital issue.
Understanding Our Customers
TQM helps us understand customers as well as
the market.
Provides opportunity to meet the competition
by resorting to the TQM techniques
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Develop Open System of Communication
Faulty and inadequate communication and
improper procedures
Stumbling blocks in the way of proper development
Results
Misunderstanding
Low-Productivity
Poor quality
Duplication of efforts
Low morale
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Unity
TQM techniques bind together members of various
related departments and levels of management
Drives effective communication and interaction
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Continual Progress Review
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TQM helps to review the processes needed
to develop the strategy of never-ending (aka
continuous) improvement
Quality improvement efforts have to be
undertaken continuously to meet the
dynamic challenges of our market

TQM results in both tangible
and intangible gains.
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How it Works

The Key to Monitoring Treatment

Total Quality Management

QA

RM

UR

Total Quality Management (TQM) is a
philosophy and set of guiding
principles that BHW adopts to focus
on continuously improving our
organization, our procedures, and the
services that we provide our clients.
TQM focuses on the needs of the
client, and on improving the quality of
work and providing a finished product.
TQM promotes continuous monitoring
and improvement of company
procedures in order to reduce
inefficient or wasteful practices. TQM
involves the entire organization in the
improvement of quality and also
empowers employees at all levels.
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IMPLEMENT

PLAN

CHECK

ENHANCE

1

PROBLEM
PREVENTION
CYCLE

Part of BHW’s key to
designing and implementing
award-winning programs is
our formal process towards
monitoring treatment
implementation, utilization,
and quality. We use a
PROBLEM PREVENTION
cycle which includes four
steps: PLAN, IMPLEMENT,
CHECK, and ENHANCE.
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TQM FIVE
PREMISES

2

CLIENT FOCUS
The goal is to meet the needs of our clients.
TOTAL INVOLVEMENT
Total involvement means that all
members of the team are aware of what
their teammates are doing as well as the
overall goal of the team.
MEASUREMENT
Measurement requires the use of
quantitative methods to measure progress.
SYSTEMATIC SUPPORT
Systematic support involves using
innovative problem solving techniques and
analytical tools to make key decisions.
CONTINUOUS IMPROVEMENT
Continuous improvement is based on the
belief that there are always better ways
for getting the job done.
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QUALITY ASSURANCE (QA)

QA

RM

UR

Quality assurance involves monitoring and
evaluating BHW’s services in terms of
availability or accessibility, adequacy, and
appropriateness. QA also assesses our
program’s strategies to promote
continuous improvement. QA interventions
include monitoring patterns and outcomes
of care, conducting client satisfaction
surveys, reviewing targeted diagnosis and
treatments, and comparing the current
with past performance.

RISK MANAGEMENT (RM)
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TREATMENT
MONITORING
BASES

Risk management (RM) involves taking
steps to reduce inappropriate practices and
thereby limiting the potential for liability or
malpractice. It includes planned programs
for loss prevention and liability
management. RM programs are directed
towards identifying and evaluating
potential risks, and taking actions against
factors that could harm clients and staff.

UTILIZATION REVIEW (UR)

Utilization review focuses primarily on
conserving costs and resources. UR
strategies include reviews (prospective,
concurrent, and retrospective), second
opinions and case management. The goal
is to evaluate the medical necessity,
appropriateness, cost-effectiveness, and
quality of proposed and delivered services.
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TQM ORGANIZATION IN THE CLOUD
Total Quality Management
2017 TQM Scorecard
2018 TQM Scorecard
TQM Albuquerque, NM Scorecard 2018
TQM Boston, MA Scorecard 2018

Clinical: Departmental Projections-OC 2018
Finance: Departmental Projections-OC 2018
HR: Departmental Projections-OC 2018
Operations: Departmental Projections-OC 2018
PD: Departmental Projections-OC 2018
Service: Departmental Projections-OC 2018

TQM Las Vegas, NV Scorecard 2018
TQM Orange County, CA Scorecard 2018
TQM OC CA 2018 DASHBOARD
TQM OC CA 2018 SCORECARD
TQM Los Angeles, CA Scorecard 2018

Scorecard - Clinical Supervisors
Clinical Department Scorecard - NorCal 2017
Clinical Department Scorecard - NorCal 2018
Clinical Department Scorecard - OC 2017
Clinical Department Scorecard - OC 2018

TQM San Diego, CA Scorecard 2018
*Only the Compliance team will have access to see all regions for all years. You, the VP / Director will only be able to see what you’re responsible for.
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Thank You

