The Psychology of Change:
Creating an Environment Where Improvement Can Thrive

Sarah Horst, ICSI
Alyssa Palmer, Southside Community Health Services
December 6, 2018



Sarah Horst

Project Manager/Health Care Consultant
Institute for Clinical Systems Improvement
shorst@icsi.org

Alyssa Palmer

Southside Community Health Services
Director of Quality

alyssa.palmer@southsidechs.org




What is ICSI?
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How do you feel about

Quality Improvement?
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Everyday Improvement Projects

* Getting to work

— Goal: On time, good route

* Cooking / recipes

— Goal: Tastes good, doesn’t take too long
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How culture affects improvement

We are more likely to test and accept changes at
home, than at work.

Home = Safe
Work = Risk/Consequences
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s not the WHAT
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Deming’s System of Profound Knowledge
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Deming’s System of Profound Knowledge - Appreciation

Process Mapping
5 Whys
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Deming's System of Profound Knowledge - Variation

Process Mapping
5 Whys

Theory of
Variation

Data
Run Charts
Statistical Analysis
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Deming’s System of Profound Knowledge — Theory

Process Mapping
5 Whys

Theory of
Variation

/
/

Data
Run Charts
Statistical Analysis

ICSI i

PDSA Cycles
Scientific Method
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Deming’s System of Profound Knowledge - Psychology

1CSI

Joy & Flourishing Process Mapping

Motivation > Whys
Pride

Theory of

Variation
PDSA Cycles

Scientific Method

" Data
/ Run Charts

Statistical Analysis
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Emotions/Feelings

Thinking

Behavior

Outcomes




Nike Quality Improvement

1CSI
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‘| can’t get them to buy-in”

ICSI

e Relationship
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My Own Journey

Welcome to Planet Earth
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My Learning & Understanding the History

“Oh wow! We thought the
auality person just did reporting stuff!”
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My What Did | Get Myself Into?




My Time to Blaze the Trail

Community Health Services, Inc.



* Key Measures
* Hypertension (59% jan 2018; 73% Oct 2018)
 Diabetes (34% Jan 2018; 30% Oct 2018)
* Depression (71% jan 2018; 88% Oct 2018)
e MyChart (97 users Jan 2018; 412 Oct 2018)

* Why it Works

* Collaboration

* Engagement

 Safe space to share

* Reaching small groups at a time
Utilizing staff to spread the word

Community Health Services, Inc.
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Engagement Through Education
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Controlled Hypertension [<140;90) 731% *
Depression Streening & Follow Up BE.6% T %0
Tobacoo Use Intervention B4.4% £
Asthima Intervention 93.9% A'- 2
TVT: Aspirin o1 Antiplatelet Use BEN ‘ 1
UPDATED NOVEMBER 2018 CAD: Lipid Therepy 100% *
Adult Weight Screening and Follow Up 37.9%
Southside Community Health Services Pedhoric Welght Assessment ond Coumeeing SE
Childhaod Irnunizations 49.2% 3
Cervical Cancer Screening 75.0% .*
Colorectal Cancer Screening 60.3% t &0
Early Entry Inta Prenatsl Care BLT% .*.
o4 O ADULT BLOOD PRESSURE SCREENING Tips of the Month: What Can We Do?
POLICY AND PROCED U RE Tobaceo Use Intervention * :i::.:f:u: m‘:?h:a;:::hommoﬂum‘ Pra-Wisit Planning
Note: Toboooo cestation i detenmined by the & During rooming, confifm 1SBECCO JENTuI with PRESAL nd MArk 5
panient’s last encounter therefore must be neviwwad.
provided ot every medical visit. *  Providers: For all patnts who uie 1obscco Bt dvery wiit
Applicable To: Clinical Staff Authorized By: X ) & bn Mistory Activity, review smoking status snd mark 35 reviewed.
: Dr. Liza Ortiz & Provide counseling on tobaccn use and click TES for Counseling
Subject: Adult Blood Pressure Screening Medical Director Givers.
Effective: Revised/Reviewed: @ Wl:m“::" -TUH;COOM r:::wumduﬂ!w
i treatment , even if patient refused treqtment or
Distribute To: Medical Clinic Staff Policy Dates 10/1/2018 referrais. e .
Category: Medical Clinic Policy Policy Reviewed by Board of Directors on: 10/16/2018
(Only the Policy Statement is reviewed & approved by the Board) If you have any questions about the above data or have ideas on
How to improve clinical quality measures,
Flease let Alyssa know!

sl

gl
S148

Community Health Services, Inc.

21




Connect with a Visual Management Board

* Quality Measures
* Access to Care M:T e
* Quality Work Plan

* Stop Light Chart

* Patient Survey Results
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* Staff Survey Results 1y i DR\

* New Employee Highlights
* |Idea/Comment Cards

Community Health Services, Inc.
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Campaigns and Pushes

2 DAY iFOB
COMPE 7TUSHION!

. STAY ONE STEP

AHEAD
OF YOUR

BEHIND

Get checked for colon cancer today.

Thursday, October 11th

FOBT given? Lab &ppt? Provider | ApptTime | Patient Name
Yes No | Yes No Check-0ut No= 100PM

Yes No | Yes No Check-0ut Noi= 3A0PM

Yes No | Yes No Check-0ut Noi= 4:20PM

Yes No | Yes No Check-0ut Not= 8A04M

Yes Ho | Yes No Check-0ut Not= 3A0PM

Friday, October 12th

FOBT given? | Lab Appt or Check-Out Note? | Provider | Sppt Time | Patient Name
Yes No | Yes No Check-0ut No= 1:20PM

Yes No | Yes No Check-0ut Not= 10:204M

Yes No | Yes No Check-0ut No= 10:404M

Yes No | Yes No Check-0ut No= 10004M

Yes No | Yes No Check-0ut Noi= 10:204M

Yes No | Yes No Check-0ut Noiz 4:20PM
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Adopting “We Always”

We always screen our patients for depression.

“Suicide rates are up nationally 25%
since 1999; up 40% in Minnesota.”
We always screen our patients for colorectal cancer.
“Colorectal cancer is the 3" leading cause
of cancer-related deaths in men ana

women in the United States.”
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Current Projects

* “What Matters?” Conversations

e 1:1 conversations with staff to find out what motivated them to work
in healthcare, what their ideal workplace looks like, what are the

pebbles and boulders
* These will go up on the Visual Management Board

* Joy in Work team — reconnecting to why we’re here

* Updating and Creating Policies and Procedures
* Without them, it’s optional

* Developing Quarterly Onboarding Session

* Key people to introduce themselves and important information
related to their department.

Community Health Services, Inc.
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Regular Resources

* Institute for Clinical Systems Improvement (ICSI)
* Seminars and trainings
* Online tools and resources
* Institute for Healthcare Improvement (IHI)
* Finding Joy in Work 12 week course
* Regular newsletters and webinars
* Health Information Technology Evaluation and Quality Center (HITEQ)
* Regulatory reporting, EMR, IT resources
* Regular Newsletters and webinars
* COLLEAGUES inQl
* Network!
* Go grab some coffee and share ideas to bring home

Community Health Services, Inc.
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“We’re Not in Kansas Anymore.”
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