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Introduction 


The fundamental of data-their collection, storage, protection, analysis and use-has emerged as one of the keys characteristics of the different systems. Controlling costs and improving quality can be achieved only through managing with data, that is, through careful evaluation of how the processes are linked to the outcomes and through the application of information systems that help achieve the best possible outcomes. This means that outcomes data collection, the assurance of data quality and the methologies for accessing data and information when needed, have become core competencies for professionals involved in producing product and services.

Information management under CQI


The approach to information management and technology’s role in quality improvement efforts, calls for a balance between skills, methods, and technologies.

At the beginning information management systems have been driven by the requirements of administrative and financial functions, such us billing, purchasing, payroll, and accounting, not by the needs of quality improvement. The manager o the IS department was responsible to maintain computers and data systems. The management of data was centralized and the philosophy was the Quality Assurance program (QA).


In contrast to QA, one of CQI’s central requirements is that cross-disciplinary teams composed of managers and front-line employees participate in the collection and analysis of process- and outcomes – related data, as well as in the decisions about what data should be collected and what actions should be taken to bring about improvement. Furthermore, CQI team members commonly analyze the data and take action at the local level and share data with other teams. The combination of activities and improvement teams perform can be termed decentralized data management .


We need also to recognize that CQI is complex organizations is a data – and information – intensive and that it is dynamic. Both centralized and decentralized data management needs exist in complex organizations. The data- to- Decision Cycle, offers all organizational members a framework for understanding how information management and technology that they use is capable of promoting the best possible performance of the organization as a whole. 

The data – to – action cycle is illustrated below
[image: image1.jpg]DATA
- Gather data
regarding costs,
quality, satisfaction
for key business processes

ACTION

- Publish results INFORMATION
- Use technology to - Answer organizational
automate processes and and financial questions
give feedback - Choose opportunities for

iImprovment

KNOWLEDGE
-Study processes in detalil
- Benchmark results
- Redesign processes
based on best practices






The cycle describes how data are transformed to information, how information becomes Knowledge, and how knowledge supports decisions and actions for improved performance. Information management for CQI requires that data, information and knowledge be defined more precisely and the distinctions between them be clarified.

· Data are facts and by themselves have no meaning. Management at the data level is concerned with the problems relating to the accuracy of the facts, their accessibility, their organization and their storage.

· Information is data that has become meaningful. Data assembled to answer someone’s question becomes information. Management here deals with proper framing of questions identifying sources of data necessary to answer the questions, selecting and combining views of data to provide answers, and communicating these to people who want them to aid decisions.

· Knowledge implies prediction. Management uses information to predict, and as much as possible, to control the future performance of processes. Statistical process control techniques can provide knowledge about the causes of variation in a process. 

· Decisions lead to action or inaction. Feedback about the likely results of our actions, which is based on knowledge of processes and systems, is the best possible motivation for improvement.   

The dimensions of data Quality


Management decisions are based on data, not opinions. Data may not always be of very good quality. And if the underling data are unreliable, how good are the decisions based on that data likely to be?

Regardless of the information system used, data quality is of paramount importance to quality improvement efforts. Data exist in electronic format within computers systems.  Databases store data in a controlled , orderly fashion. The fist step in any database design is to decide what data elements will be included, how they are related to one another, what values are permissible, and how the data will be represented or viewed according to certain rules.


Data generating processes can be studied and improved, using the same basic principles employed to improve any business process. The basic approach is one that considers the customer’s data quality requirements, studies the current data generating processes for causes of variation in specific quality or performance attributes, acts to change processes in a systematic way, and then holds the gains while ascertaining and anticipating new customer requirements. 

Data processes can be described in terms of the Data Life Cycle, which is illustrated bellow.
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If these data processes are described and their performance measured, then statistical process control methods can provide the technical horsepower to manage them and improve their performance. Data quality improvement can be done through error checking and validation.

Information system within a Business Process

         Understanding the role of technology and information in the Business Process is very important. Business professionals should think about the desired process before they think about the information system supporting that process.

Organizations that fail to do this may use information technology to automate a process that is a mess and end up with nothing more than this. This means that we are not going to have improvement of the quality of product of services.  

The figure below shows a general framework for thinking about business process and the information systems that support them. The framework is based on the idea that business professionals can and should analyze systems by focusing on the work being done. Work is the application of human and physical resources such as people, equipment, time, effort and money to generate outputs used by internal and external customers.


The framework combines ideas from many sources included total quality management, business process reengineering and systems theory. It consists of six linked elements.   

· The internal or external customers of the business process

· The products (or services) generated by the business process

· The steps in the business process

· The participants in the business process 

· The information the business process uses 

· The technology the business process uses





The two-way links also imply that a change in any area may result in changes in any of the other areas. In this framework the business process is the central focus for a business professional’s understanding of a system. If the customer is unhappy with the product, the business process should change. If the participants cannot perform as required, either the business process must change, of they must change through training, motivation or replacement.

The elements of business process, participants, information and technology are viewed as “a system”. Within this system, the information system includes the information, the information technology, at least part of the participants efforts, and at least part of the business process. The information system is therefore the part of the system that happens to use information and information technology.

The information systems are powerful, valuable tools but not magic. When applied thoughtfully, these tools can bring important benefits for individuals, organizations and customers. When misapplied, they can waste tremendous amounts of time, effort and money.

Powerful, small and relatively inexpensive computerized systems for collecting, storing and communicating data across local, wide-area and global electronic networks offer the opportunity to meet or exceed customer and payer demands for information at almost every level of services delivery. 
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