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[ABSTRACT]

“Patient centered hospital management: A case study of the Kameda Medical Center”

SAITO Takahiro*

Medical care, education, and government were sacred to us because their missions are
nonprofit. However, the expectation that they operate efficiently and offer social services to
the fullest extent requires that they shift the paradigm of how they do business. How these
institutions provide maximum service for customers at the minimum cost is a common prob-
lem for all nonprofit organizations and the university is no exception.

This report is a case study of Kameda Medical Center (KMC), where advanced and
unique activities in the field of the medical care are performed regularly. Interview with the
director, Shinsuke Kameda, was conducted on September 4, 2001.

KMC has been aware of the importance of quality for a number of years. Actually,
KMC is the first hospital to be granted ISO9001 certification for its enterprise—wide activi-
ties including medical examination processes in 2000. However, Kameda mentioned that pur-
suit of medical quality is nothing special, they pursue the total value of medical care based
on a combination of three factors: quality, service and cost.

The goal of KMC is the realization of the happiness and well being of everyone involved
with the center using the following concepts: patient empowerment, patient—centered care
(NOT staff-centered care), and full disclosure (no secrets). Patients, doctors and staff are
considered to be equal in order to attain the goal together. This is different from the tradi-
tional culture of the medical care facility: the doctor is superior to the patient due to the
doctor’s knowledge, skills and achievement. In addition, information technology is regarded
as a prerequisite for the formation of an equal relationship. Therefore, KMC has invested a
large amount of money in the development of an electronic medical record, which enables all
of the persons concerned with a patient to access the information.

All of their activities are derived by the goal. Even the improvement on the medical
quality is considered to be just a tool to pursue the goal, not a purpose. KMC management
is valuable as an example for future university management in terms of the mission—ori-

ented management system and its dynamics.

* Reserch Fellow, Faculty of University Evaluation and Reserch, National Institution for Aca-
demic Degrees
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