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Abstract

Obijective: Using the hospital customer relationship management (HCRM) concept for reference, starting from the process
management, explore using quality management tools to establish the management system of " the patient as the center " and the
effective way to improve service quality. Methods: Take the concept of “the patient as the center” to various processes, through the
communication with patients, to understand the needs of patients, patients’ attitudes to the hospital, apply the PDCA cycle to analyze
and demonstrate the existing business process, service process and management process . With the patient's demand as the guidance,
take the quality as the core, reengineer the process , and follow the nursing management thinking of specification - innovation -
Specification - a further innovation to achieve the quality of management science. Results: The effects of HCRM on process
reengineering present in many aspects ,after the process reengineering, nursing safety event rate, with new and old outpatient nursing
service satisfaction of 4 indexes, the nurse experience and satisfaction, evaluation is significantly better than before the
implementation( all P < 0.01) There are significant differences between the quality of nursing 5indexes (P < 0.05). Conclusion: The
HCRM concept to the process reengineering is helpful to improve the nursing care quality and safety, at the same time, improve the
comprehensive quality of nursing staff, so as to improve the patients' satisfaction to nursing service.
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