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Session 4: Quality 

Improvement Tools 

& Techniques
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Objective

Increase the capacity of consumers involved in 

quality improvement activities at Ryan White 

HIV/AIDS Program Part B funded agencies.



4

Reminder about Basic Zoom Functions
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Good Practices for Zoom Participation

Re-label your Zoom tile to state your first name & preferred pronouns

Keep video on and mute your line when needed

Use the chat room to ask for clarifications, post questions, or share your 

wisdom

Please be reminded that we will record our session for later replay!
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Ground Rules
• Privacy & Confidentiality are Top Priority

• One Mic

• ELMO (Enough Let's Move on)

• Don’t Yuk My Yum

• Agree to Disagree

• Step Up Step Back

• Ouch
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Introductions

Please share your name and one 

expectation for this training?
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What will you learn in this webinar?

• Previous Session Overview
1) Quality and the Consumer Voice

2) Defining Data, the Quality Plan and Quality Teams

3) Consumer Involvement and Engagement

• Quality Tools

• Developing a PDSA
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Defining Quality and the Consumer Voice

Session 1 Summary

• What is Quality Improvement?

• Why is Consumer Involvement important?

• What does Consumer Involvement look like?

• What are some QI Tools and Techniques?
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Quality Improvement

• Balance of 

performance 

measurement and 

improvement activities

• Quality management 

program support 

improvement activities
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Model for Improvement

Three Questions:

• What are we trying to 

accomplish?

• How will we know that 

change is an improvement?

• What change can we make 

that will result in 

improvement?
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Defining Data and 

Putting Quality into Practice
Session 2 Summary

• Data Types and Terms

• The Quality Management Plan

• The Quality Management Team
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What are Data?

• Factual information, especially information 

organized for analysis or used to reason or make 

decisions

• Numerical or other information represented in a 

form suitable for processing by computer

• Values derived from scientific experiments
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Types of Data

Quantitative Data 

Counting Things

Qualitative Data 

Describing Things



15

Clinical Quality Management Team

• A quality improvement committee, is cross-

functional to ensure that multiple viewpoints 

are represented

• The Clinical Quality Management Team has 

the responsibility to develop and implement 

all quality improvement projects
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Engaging Consumer in Quality
Session 3 Summary

• Consumer Involvement 

• Tools for Engaging Consumers

• Importance of Being at the Table
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Peer Certifications

• Peer certification is highlighted in the NYS Blueprint for 

Ending the AIDS Epidemic and peer services can play a 

key role in meeting the state’s goals of increasing linkage 

and retention in care, rates of viral suppression and 

preventing new infections.

https://www.hivtrainingny.org/Home/PeerCertification

https://www.hivtrainingny.org/Home/PeerCertification
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Engaging Consumers in Quality

• Surveys

• Focus Groups

• Consumer Advisory Boards (CAB)

• Staff

• Board of Directors

• Feedback
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Quality Tools & 
Developing a PDSA 
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Quality Improvement

What are three keys in Quality Improvement?

• Need for Improvement

• Plan for Improvement

• Success and Sustainability 
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Model for Improvement

Three Questions:

• What are we trying to 
accomplish?

• How will we know that 
change is an 
improvement?

• What change can we 
make that will result in 
improvement?
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Quality Tools

7 QC Tools and SPC, Shakehand with Life: https://www.slideshare.net/shakehandwithlife/7-qc-tools-and-spc-training-decemeber-2015
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Patient 

Waits
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patient to 
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patient to 
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Patient scheduled 

for dual 

appointments

Patient 

checks in 

with 

receptionist

Patient keeps 

MH 

appointment 

Outcome 

documented 

in CAREWare

Julia X X X X

Janie X X X

Justin X X X X

Check Sheet
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Fishbone Diagram
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Driver Diagram
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Plan, Do, Study, Act (PDSA) Cycle

Plan

Plan the test & 

subjects, create 

hypothesis, assign 

tasks, create data 

collection plan

Do

Conduct the test 

on a small scale; 

increasing in size 

as you conduct 

more cycles

Study

Analyze the data 

collected

Act

Act on the result. 

Refine the tests 

and your idea 

based on the data 

collected 

• Do we have the right voices at the 

table?

• Is the new intervention ready to test?

• Do we have a hypothesis?

• Do we know who is doing what and 

when?

• Do we have a plan to collect and use 

our data?
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PDSA Cycle: The Cycles Build on Each Other…

Ideas and 

Predictions

Changes That 

Result in 

Improvement

A P

S D

A P

S D

Very small-scale test

Follow-up tests

Wide-scale tests 

of  change

Implementation 

of  change
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Sharing Results

• Story Board Posters

• Newsletters

• Agency Staff & CAB Meetings

• Healthcare Stories
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Aha Moments & 

Wrap Up


