
“Quality Improvement Whys and Hows”
Charmaine Chan, DO

POFPS 43RD Annual CME Symposium
August 3-5, 2018

Quality Improvement Whys and Hows
Presented by
Charmaine Chan, DO
DIO and Osteopathic Recognition Program Director
Nazareth Hospital

POFPS Conference 2018 Hershey, PA

Introduction

• Why is QI important?

• Why bother, I’m too busy seeing patients?

• How do I even start?
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Disclosures

NONE!

What about YOU?…
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Goals

• Get you excited about quality improvement! 

• View quality improvement as a way to get staff buy in and improve 
morale

• Resources to help you get started

#POFPS43

History of QI

#POFPS43

History of QI in Healthcare

• 1951 Joint Commission on Accreditation of Hospitals

• 1965 Medicaid and Medicare, Utilization Review Committees were 
established

• 1970 National Academy of Science established the Institute of Medicine 
(IOM)

• 1989 Precursor of the Agency for Healthcare Research and Quality 
(AHRQ)

• 1990 National Committee on Quality Assurance (NCQA) was established 
to accredit physicians, health plans and medical groups

 HEDIS and CAHPS
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dy in 
Healthcare
• 1999

Institute of Medicine, 

Committee on Quality of 

Healthcare in America
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How can you avoid do QI?...

#POFPS43

Why else?...

#POFPS43

Why do QI?
Staff buy in...and burn out prevention

• 2015 Mayo clinic survey of 3896 physician

 40% reported at least one symptom of burn out

 Burn out rates higher in physicians who rated their leaders 
unfavorably

 Even physician groups with high satisfaction of >79%, leadership 
quality explains almost ½ the variation of satisfaction scores

“Burnout Among Health Professionals and Its Effect on Patient Safety.” PSNet: Patient 

Safety Network
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Why do QI?
Staff buy in...and burn out prevention

• Randomized controlled trial of the impact of changes in work conditions 
on clinician stress and burnout.  

• Baseline assessments of clinician burnout, working conditions, and 
quality metrics in 166 physicians, nurse practitioners, and physician 
assistants in 34 primary care clinics.

Linzer M, Poplau S, Grossman E, et al. “A cluster randomized trial of interventions to improve work conditions and clinician 

burnout in primary care: results from the Healthy Work Place (HWP) study.” J Gen Intern Med. 2015;30:1105-1111.

Why do QI?
Staff buy in...and burn out prevention

• Results:

 Clinics that focused on workflow improvements or targeted QI 
projects saw significantly REDUCED rates of burnout.

 Clinics that chose to address improvements in communication
saw INCREASED rates of clinician satisfaction.

Linzer M, Poplau S, Grossman E, et al. “A cluster randomized trial of interventions to improve work conditions and clinician 

burnout in primary care: results from the Healthy Work Place (HWP) study.” J Gen Intern Med. 2015;30:1105-1111.

How do you start?
Baseline assessment

• Do you have champions on all levels of your organization?

• Do you know what are your colleagues and staff’s talents and interest?

• What is making work more joy- “full”?

• *What is happening at work that makes it a drag? 

#POFPS43
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How do you start?
Brainstorming group

• Set the atmosphere for a brainstorming session

• Use post its, white boards, flip charts

• Lay down ground rules and have defined criteria

• Write down own ideas

• Share ideas

• Facilitator guides discussion building on ideas: FUN!!!

#POFPS43

How do you start?
Brainstorming

• Step Ladder Technique

• Crawford Slip Method

• Round robin brainstorming

#POFPS43

5 WhysRoot Cause Analysis
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Root Cause Analysis

• Fishbone
• People

• Processes

• Materials

• Equipment

• Environment

• Measurements

#POFPS43

Root Cause Analysis: Fishbone

Resident left 

guidewire

in a patient

while doing a

femoral line

Attending

Equipment

InternSupervising 

Resident

Measurement Policies

Did not supervise 

directly

Flushes laid out 

in difficult to 

access area

Got cocky

Did not assign role to have 

other resident help hand 

over equipment

Did not make sure 

guidewire was threaded 

through prior to pulling 

catheter

No intensivist 

policy re:  how to 

verify resident skill

Have not started using sim 

lab for resident procedure 

training

No GME policy re: 

training resident how 

to supervise

Did not grab guidewire 

as trained

Looked away to grab 

flushes

Did not stop procedure 

when she looked away

No objective measure 

tool to certify resident’s 

skills

Root Cause Analysis:
PDSA cycle

• P = Plan

• D = Do

• S = Study

• A = Act

#POFPS43
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PDSA Cycle

• P = Plan
• D = Do

• S = Study

• A = Act
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PDSA Cycle

• P = Plan

• D = Do
• S = Study

• A = Act
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PDSA Cycle

• P = Plan

• D = Do

• S = Study
• A = Act
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PDSA Cycle

• P = Plan

• D = Do

• S = Study

• A = Act

#POFPS43

Are you excited to start now?...

#POFPS43

Summary 

• History of Quality Improvement in healthcare

• The reasons QI needs to happen regularly in all healthcare setting

• Techniques and tools for starting QI

• Reminder that: 

 QI can be FUN!!!!!

#POFPS43
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Look at these faces...

Resources:

• Lundin, Stephen, Harry Paul and John Christensen.  Fish: A Proven Way to Boost Morale and Improve 
Results. New York: Hyperion Books, 2000.

• “Burnout Among Health Professionals and Its Effect on Patient Safety.” PSNet: Patient Safety 
Network, psnet.ahrq.gov/perspectives/perspective/190/burnout-among-health-professionals-and-
its-effect-on-patient-safety.

• “A Cluster Randomized Trial of Interventions to Improve Work Conditions and Clinician Burnout in 
Primary Care: Results from the Healthy Work Place (HWP) Study.” PSNet: Patient Safety Network, 
2015, psnet.ahrq.gov/resources/resource/29697.

• Mind Tools: Essential Skills for an Excellent Career website:www.mindtools.com

• Institutes of Healthcare Improvement (IHI) website: www.IHI.org
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http://www.mindtools.com/

