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Objectives

ÁBrief overview of quality improvement and benefits

ÁUtilizing and Applying the Model for Improvement

ÁQI basics ïHow to Implement QI in your practice

ÁAligning with other priorities (i.e. achieving PCMH 

or other certifications )



How some may Define Qualityé

ÁDepends on who you ask

ÁDepends on perceived value of how someone is 

involved in a process or product

ÁExcellence

ÁMeeting or exceeding customer expectations

ÁZero defects ïperfection

ÁCustomer Service

How would you define 
quality?



What is Quality Improvement?

ÁA structured method to identify areas of opportunity and 

improve processes

ÁMaking things work better

ÁSystematic approach to reduce or eliminate waste, rework 

or losses

Examples include:  

Administration ïFocus on increasing productivity

Healthcare ïFocus on patient safety, satisfaction and 

quality of care



Institute of Medicine Report (IOM): Six Aims 
for Improving Health Systems

ÁSAFE avoids injuries

ÁEFFECTIVE relies on scientific knowledge

ÁPATIENT-CENTERED responsive to patient needs, 

values and preferences

ÁTIMELY avoids delays

ÁEFFICIENT avoids waste

ÁEQUITABLE quality unrelated to personal 

characteristics



The Cost of Quality

It costs more to re-work things

Time is Money Money is Time



Benefits of Using Quality Improvement

ÁUse of data ïHeart of QI: helps to understand how well your systems 

work, identify potential areas for improvement , set measurable goals and 

monitor effectiveness of change.

ÁImproved morale ïUsing QI helps to improve employee morale by not 

blaming the employee for the problems in the system. Instead, it focuses 

on the problems in the process, not the people performing the process.

ÁBetter customer service ïFocuses on continuously improving the 

organization's performance and removing problems from the system, 

increasing customer satisfaction.
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Benefits of Using Quality Improvement (conôt)

ÁIncreased productivity ïRemoving errors from the process results in 

fewer errors and less repeat work on the part of the employees. Less 

repeat work means increased productivity.

ÁIncreased revenue ïBy removing errors and increasing customer 

service, the organization has the opportunity for increased profits .
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Model for Improvement

-Test on small scale
-Adapt good ideas to 
environment
-Keep focus on learning
-Keep manageable 

-think small!

AIM

Measures

Ideas/Change 
Concepts



Aim Statement

ÁShould answer ñwhat are we trying to accomplish?ò

ÁServes as focus for team throughout project

ÁIncludes target population and time period

ÁHas measurable goals

Example: Reduce waiting room time to see a physician to 

< 20 minutes within 6 months



Examples of Measures

AIM Statement: Reduce waiting room time to see a physician to < 20 

minutes within 6 months

Measures could include:

ÁAverage provider hours available per day for appointments

ÁNumber of days before appointment can be scheduled 

ÁNumber of instances of overbooking



What can you do to Improve Quality in 
your Practice?

ÁGet involved : Create a QI culture within your practice which may 

include: establishing dedicated QI teams, holding regular QI meetings, 

designating a ñQI Championò or creating policies around your QI goals.

ÁUtilize data: Helps assess what is working in your practice. Without 

measurement, it is hard for providers to know if the steps they are 

taking are as effective as they want them to be. 

ÁCommunicate results: QI does not exist in a bubble ïyour QI efforts 

will affect your staff members and your patients. Sharing data among 

your staff generates conversations that improve quality of care. 


