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Introduction
Health careorganisations are expected to deliver an adequate leve! of quality of care.
Furthennore, society demands transparency, efficient usage of public funding, and

Abstract
Purpose - To describe bowTbe RedCrossHospitalin Beverwijk, Tbe Netberlands implemented ao
ISO 9000 quality management system throughout the entireorganisation, obtainedao ISO9002:1994
and subsequently ao ISO 9001:2000 certificate.
DesigoImethodology/approach - First, a global implementation plan was written concerning lbe
processobtainingin eachdepartment Once improved, eachprocess was subjectedlo a procedure, aod
specific protocols effected. Oncompletion lbe Quality Manual was put togetber. Qualitymanagement
was completed by implementiog ao interna! audit system involving50 co-workers.
Findings - A number oí advaotages are lound from using ISO. Tbe focus 011 patients has been
re-established. A11 processes are identified and subject to continuous improvement Performance
measurements were introduced aod giveao integratedpicture oí results.Measurements subsequently
lead lo improvement 01 quality 01 care and lo quality system improvements. Tbe documentatíon
system serves the organization's needs without leading to bureaucracy. Positive effects on pati.ent
safety couldbe demonstrated compared wilb ten otber hospitals.
Originalitylvalue - Given the need for adequate quality management tools in heallb care and the
needfordemonstrating quality,thepositiveeffects reportedin thisarticle showhowISO is expected lo
become moreprevalent in health-care organisations.
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