
Intermediate QI: Concepts, Tools & Practice

Mark Adrianne A. Agramon

Catherine N. Jamias



Conflict of Interest

The speaker(s) or presenter(s) in this session has/have no conflict of interest or 

disclosure in relation to this presentation.



ME Forum 2019 Orientation ME Forum 2019 Orientation 

Learning Objectives

At the end of this session, participants will be able to:

1. Apply Quality Improvement tools into practice

2. Generate quality improvement initiatives utilizing the Model for Improvement

methodology, concepts and tools
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The 5 Key Principles for Improvement 



ME Forum 2019 Orientation ME Forum 2019 Orientation 

3 Questions

PDSA cycle

Aim 

Measures

Change concepts/ideas

Source:  The Improvement Guide 

by Langley, Moen, Nolan et al

Institute for Healthcare Improvement

Also known as 

Shewhart Cycle

Deming Cycle

Learning and 

improvement cycle 
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CASESTUDY:

SunsetValleyHospitalis a 300-bed tertiary hospital that provideshigh quality medical
servicesto the city of Springwaterwith a populationof 125,000. SunsetValleyHospital
is experiencingthe pressuresof enormousgrowth in the population of Springwater
over the last5 years. Theyare facewith limited resourceswhich includesboth the staff
and materials but still they continuouslystrive to maintain the high level of quality
servicesthey provide to their patients. Lastyear, SunsetValleyHospitalhas received
90,000patientsin the OutpatientServices.

Themanagementof the hospitalhasconducteda review of their Outpatient Services
andrevealedthe followingwaitingtimes.
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Average 
Waiting Time  
(in minutes) 

Jan 
2022 

Feb 
2022 

Mar 
20022 

Apr 
2022 

May 
2022 

June 
2022 

July 
2022 

Aug 
2022 

Sept 
2022 

Oct 
2022 

Nov 
2022 

Dec 
2022 

Registration 
to Nurse 

Assessment 
62 48 54 72 61 61 38 52 39 44 59 57 

Nurse 
Assessment to 
tƘȅǎƛŎƛŀƴΩǎ 

Room 

35 32 20 29 38 26 26 32 37 31 30 29 

tƘȅǎƛŎƛŀƴΩǎ 
Room to 
Pharmacy 

29 32 41 28 36 34 40 32 39 28 26 27 

Total Average 
Waiting Time 

126 112 115 129 135 121 104 116 115 103 115 113 
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It is generally perceived that there is delayed waiting time in Outpatient
Departmentwith the baselineaveragewaiting time of 117 minutes. Thisdelayed
waiting results in patient and staff frustration and concerns on the patient
outcomes.

As the Quality ImprovementExpert,you havebeen askedby the Managementto
work on this issuefor the next 12 months. Themain goal is to reducethe waiting
time in the OutpatientDepartment.
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Aim Statement Is it a SMART Aim?

Exercise on SMART Aim

To improve the physician compliance with the
medicationreconciliationprocessat the OPDClinicfrom
60%to 95%by the endof October2021

YES J

ToreducePatientNoShowsat the DiabetesClinicby the
endof October2021

Reducepatient fallsin the InpatientWardby 50% NO L
To reduce the waiting time in the West LakeHospital
Pharmacyfrom 72 minutesto 30 minutesby the end of
December2021

YES J

NO L
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What is the SMART Aim of our Case Study?

SMARTAim

To reduce the averagewaiting time in the Outpatient

Departmentof SunsetValleyHospitalfrom 117minutes

to 75 minutes by August2023and from 75 minutes to

45minutesby December2023
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Measures Outcome Process Balancing

Exercise on Measures

Percentageof inpatient falls

AIM: Toreducethe percentageof InpatientFallsby 30%at WCHby
the endof April 2023.

Percentageof staff fully trained in
fallsassessmentprotocol

Time to conduct a proper falls
assessment

Percentageof compliancewith falls
preventionbundle

V

V

V

V
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Measures Outcome Process Balancing

Costof handhygienesupplies

CLABSIrate

Percentageof compliancewith early
centralline removal

Percentage of compliance with
centralline insertionchecklist

V

V

V

V

AIM: To reduce the Central Line AssociatedBlood Stream Infections
(CLABSI)Ratefrom 2.1 to 0.9 per 1000catheterdaysat the Valley
Hospitalby the endof March2022
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What are the Measures of our Case Study?

MEASURES

OUTCOMEMeasure Å AverageWaitingTimein the OPD(in minutes)

PROCESSMeasure

Å Time(in minutes)from Registrationto NurseAssessment

Å Time (in minutes) from Nurse Assessmentto tƘȅǎƛŎƛŀƴΩǎ

Room

Å Time(in minutes)fromtƘȅǎƛŎƛŀƴΩǎRoomto Pharmacy

BALANCINGMeasure
Å Percentageof PatientSatisfaction

Å Percentageof StaffSatisfaction
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Change Concepts
ÅGeneral notion that is useful in the

development of more specific ideas for
changesthat leadto improvement.

ÅStimulatescriticalandcreativethinking.

ChangeIdeas

ÅOriginatesfrom a changeconceptwhich is an
actionable,specific idea tested to determine
whether it will result in improvement
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CHANGE CONCEPTS
Grouping:

ÅA. Eliminate Waste

ÅB. Improve Workflow

ÅC. Optimize Inventory

ÅD. Change the Work Environment

ÅE. Enhance the Producer/Customer Relationship

ÅF. Manage Time

ÅG. Manage Variation

ÅH. Design Systems to Avoid Mistakes

ÅI.  Focus on a Product/Service

Reference: The Improvement Guide, 2nd Ed. Langley, Nolan, Nolan, Norman  Provost, Appendix A; pgs. 357-

408
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How a change concept can help generate a change idea

What changes that could improve oral care in the ICU?

Design systems to prevent 
errors

Postthe oral-careprotocol in visibleplace

Improve workflow Ensuremouth cleaningsuppliesarekept in ready-to-gostate

Optimize inventory
Ensure toothbrushes, mouthwash, etc. are consistently
available

Change the work 
environment

Train hospital staff on proper mouth cleaningtechniqueand
importance

Manage variation
Updateoral care policy to be consistentwith CDCguidelines
for all patients
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TEST A CHANGE (Theory of Change)

Å Trials and learning are recommended

ÅPrinciples of Testing 

1. Small scale (minimize risk)

2. Collect data over time 

3. Include different conditions as the scale expanded 

4. Observe how the system react to that change over time (? Modify it)

5. Plan the test including collecting the data
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So what is the best way to display data for improvement?

Data Over Time
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