
Engagement of Customers, Stakeholders, and Team Members in QI Projects: Effective Tools for Gaining Support of Those Who Matter


QI tools and strategies to assist with engagement








A. Recognize all stakeholders. 

Who is currently involved in the process? 



Who is contributing time and resources?  



Who will be impacted by the project?


Example: Our QI Team 


B. Data Collection 

What do you want answers to? 


Who has these answers? 


Who is going to evaluate and process the results of the data collection?


 (
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C. Meeting evaluations
Assess and address the morale of the QI team—a safe way to raise concerns and give out kudos.
This can be a verbal or written exercise that takes 2-3 minutes. 



Example of an evaluation from RiverStone’s meetings:
 (
Meeting Evaluation
Did we address the agenda?
Did we meet the goals for our meeting?
After this meeting, how do you feel about the projects progress?
Rate today’s meeting from 1-10.
 (10= best possible meeting).  _____________
)



D. Flowcharts
Creating a flowchart is an opportunity to involve team members and “front-line” individuals in building or re-defining the process to identify gaps and opportunities for improvement. 

Flowcharts examine the perceived process versus the actually process. Once the QI team develops a flowchart, this could be presented to staff who are involved in the process on a regular basis. They often have insight that is not captured within the small QI team. 

Steps to creating a flowchart:
1. Define the input and output. 


2. Determine all steps involved. 

3. Arrange steps in the order they actually occur-not how they should occur. 


4. Create the flowchart using symbols and arrows as appropriate to create an easy to use visual that can be referenced throughout the QI project. 

See an example of a flowchart on the following page. 
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E. Brainstorming
Group brainstorming builds trust, promotes participation of all team members, and is time-efficient.
When beginning to brainstorm, the following questions can be posed to the group to begin to examine and more fully understand the process:
· What are we doing now? 
· How do we do it? 
· What are the major steps in the process? 
· Who is involved? 
· What do they do? 
· What is being done well? 
· What could be done better? 
· How long does this process take now? 
· Is it efficient? Is there variation in the process? 
· Is our process stable? 
· Are we doing the right things, the right way?
· Are we consistent? What is the cost? 
· What is the trend over time?
· Are we meeting our goals?

One activity to encourage effective and efficient brainstorming in a safe manner is a silent form of brainstorming. Each team member starts with a blank sheet of paper and for 4-5 minutes jots down ideas that they have based on the brainstorming topic. When time is up, the paper is passed to the person on the right. Time is started again for 3-4 minutes and team members have a chance to build on the ideas already on the paper, or perhaps include a new idea they might have. This exercise is continued until each member has their original sheet of paper in front of them again. This allows for group participation, and no one is left out of the brainstorming or controls the discussion. 



F. Group Decision Making 
Use a form of weighted multivoting to allow for each team member to be part of the decision making. 

[image: ]Example form from RiverStone’s project: 

Best of luck with  your project!

For further questions or discussion please contact Hannah Silveus or Hillary Hanson at RiverStone Health.
· Hannah: hannah.sil@riverstonehealth.org
· Hillary: Hillary.han@riverstonehealth.org 

A past WIC participant


A nutrition educator from the WIC clinic


The director of WIC


The director of our Family Health Services Department


A home visiting nurse from Family Health Services


The WIC Specialist from the Department of Public Health & Human Services (The Montana State Health Department)


The Director of Population Health Services


Prevention Health Specialist in Population Health Services
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Embracing Quality in Public Health: A Practitioner’s Quality Improvement Guidebook Second Edition

A Note About Constructing Surveys
Reliability, validity, completeness, and bias are particularly important when you are developing a
survey or using survey data. When possible, use tools that have been tested for reliability and
validity, and keep the following points in mind when working with surveys:

Surveys should begin with clear, written instructions.

Surveys should only include the questions you need answered — do not ask respondents to
provide more or less information than you need.

Survey questions should be carefully ordered and the order should make sense from your
respondent’s perspective.

Survey questions should be clear — avoid technical jargon and acronyms.

Survey questions should be neutral — they should not suggest a ‘correct’ answer.

Each survey item should include only one idea — double-barreled questions, or questions that
actually include more than one idea, are unreliable.

Answer categories should cover all possible responses and they should be mutually exclusive.
Response scales should be balanced and they should be clear to the respondent.

Take care to remain neutral when administering surveys.

Ensure confidentiality is promised and maintained.

Your statement and your data work hand-in-hand to shape your QI project. One of the key features of a
SMART aim statement is that it is measurable and includes a specific target for improvement. When setting the
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WIC QI Team Voting i

Instructions: We will be doing group voting on what solution we would like to implement. You
have 100 points and may assign them in any amount to the solution you would like to vote
for. For example, if you like solution A and B equally, you can give 50 points to one and 50 to
the other. If you like solution A the most, but stil think B and C are good, you can give 50 to A,
and 25 each to B and C. Basically, assign points in any amount you wish.

Remember, our goal isto increase the retention rate of children aged 1-5 years. If it would help
the decision making process, go back and review the data slides and client feedback to
remember what issues stuck out to you

A Mail out reminders.

B. Send more email reminders by collecting email addresses for all clients
C. Send automated text messages to clients before their appointment

E. Givethe clienta year calendar with the next appointment highlighted before
they leave

F. Encourage clients o give two phone numbers (personal, work) and/or ask for
alternate phone numbers for family/friends.

G. K. Change the time of day reminder phone calls are made.

H. L Doreminder calls more than once.

L M. Call from a recognizable phone number

J. 0. Change the schedule to reflect the actual time initial gerts take inthe clinic

(. from 30 min to 1 hr)

‘Assign vour 100 points a5 vou choose below,

v o » 4
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