
DETAILED CONTENTS

FOREWORD..............................................................................................xiii

PREFACE ..................................................................................................xv

III Science and Knowledge Foundation

1 Healthcare Quality and the Patient, by Maulik S. Joshi and
Donald Berwick............................................................................3
Important Reports........................................................................4
A Focus on the Patient .................................................................6
Lessons Learned in Quality Improvement....................................7
Case Study..................................................................................17
Conclusion .................................................................................21
Study Questions .........................................................................22
Notes ..........................................................................................22
References ..................................................................................23

2 Basic Concepts of Healthcare Quality, by Leon Wyszewianski...25
Definition-Related Concepts ......................................................25
Measurement-Related Concepts.................................................33
Implications................................................................................39
Study Questions .........................................................................39
Note ...........................................................................................40
References ..................................................................................40

3 Variation in Medical Practice and Implications for Quality, by
David J. Ballard, Robert S. Hopkins III, and

David Nicewander ...............................................................43
Background and Terminology ....................................................45
Scope and Use of Variation in Healthcare..................................47
Clinical and Operational Issues ..................................................48
Keys to Successful Implementation and Lessons Learned from

Failures ................................................................................51
Case Study..................................................................................53
Conclusion .................................................................................56
Study Questions .........................................................................56
References ..................................................................................59

vii



4 Quality Improvement: The Foundation, Processes, Tools, and
Knowledge Transfer Techniques, by Kevin Warren ....................63
The Quality Foundation.............................................................63
Quality Improvement Processes and Approaches .......................67
Quality Tools..............................................................................73
Knowledge Transfer and Spread Techniques ..............................76
Conclusion .................................................................................81
Study Questions .........................................................................81
Note ...........................................................................................82
References ..................................................................................82

III Organization and Microsystem

5 Milestones in the Quality Measurement Journey, by
Robert C. Lloyd .........................................................................87
The Measurement Challenge......................................................88
Milestones Along the Quality Measurement Journey.................88
Conclusion ...............................................................................105
Study Questions .......................................................................105
Notes ........................................................................................105
References ................................................................................106

6 Data Collection, by John J. Byrnes ..........................................109
Categories of Data....................................................................109
Considerations in Data Collection ...........................................109
Sources of Data ........................................................................112
Case Study in Clinical Reporting .............................................123
Conclusion ...............................................................................127
Study Questions .......................................................................127
Acknowledgments ....................................................................127
Notes ........................................................................................128
References ................................................................................129
Suggested Reading ...................................................................129

7 Statistical Tools for Quality Improvement, by Jerod M. Loeb,
Stephen Schmaltz, Linda S. Hanold, and Richard G. Koss ...........131
Fundamentals of Performance Measurement ...........................131
Control Chart Analysis .............................................................138
Comparison Chart Analysis ......................................................142
Using Data for Performance Improvement ..............................147
Conclusion ...............................................................................149
Study Questions .......................................................................150
Appendix 1: Control Chart Formulas ......................................150

D e t a i l e d C o n t e n t sviii



D e t a i l e d C o n t e n t s

Appendix 2: Comparison Chart Formulas................................154
Appendix 3: Case Studies .........................................................158
Notes ........................................................................................166
References ................................................................................166

8 Physician and Provider Profiling, by David B. Nash, Adam Evans,
and Richard Jacoby ..................................................................169
Background and Terminology ..................................................169
Scope and Use of Profiling in Healthcare ................................171
Keys to Successful Implementation and Lessons Learned ........178
Case Study................................................................................179
Study Questions .......................................................................183
References ................................................................................184

9 Measuring and Improving Patient Experiences of Care, by
Susan Edgman-Levitan .............................................................187
Regulatory and Federal Patient Survey Initiatives....................188
Using Patient Feedback for Quality Improvement...................190
Scope and Use of Patient Experiences in Healthcare ...............197
Keys to Successful Implementation .........................................204
Lessons Learned, or “The Roads Not to Take” .......................206
Case Study................................................................................210
Conclusion ...............................................................................212
Study Questions .......................................................................212
Notes ........................................................................................212
References ................................................................................213
Other Useful Resources............................................................214

10 Dashboards and Scorecards: Tools for Creating Alignment, by
Michael D. Pugh ......................................................................217
Background and Terminology ..................................................217
Scope and Use of Dashboards and Scorecards in Healthcare ...219
Clinical and Operational Issues ................................................225
Keys to Successful Implementation and Lessons Learned ........230
Case Study: St. Joseph Hospital ...............................................236
Conclusion ...............................................................................238
Study Questions .......................................................................241
Notes ........................................................................................242
References ................................................................................242

11 Patient Safety and Medical Errors, by Frances A. Griffin and
Carol Haraden..........................................................................243
Background and Terminology ..................................................243
Scope and Use in Healthcare Organizations ............................247

ix



Clinical and Operational Issues ................................................258
Case Study: OSF Healthcare System ........................................261
Conclusion ...............................................................................266
Study Questions .......................................................................267
References ................................................................................267

12 Information Technology Applications for Improved Quality, by
Richard E. Ward .......................................................................269
Background and Terminology ..................................................269
Taking a Lesson from Other Industries....................................272
The Emerging Field of Medical Informatics ............................274
Two Tiers of Clinical Information Technologies......................274
Technologies for Different Types of Clinical Care

Management Initiatives .....................................................278
Requirements and Architecture Framework for Clinical

Information Technology....................................................279
Workflow Automation Technology Applied to

Clinical Processes...............................................................284
Other Clinical Information Technology Components .............286
Information Needed for Practice Improvement on a

National Level....................................................................289
Case Examples ..........................................................................291
Overall Return on Investment of Clinical

Information Systems..........................................................295
Key Strategy Debates................................................................301
The Challenge ..........................................................................306
Study Questions .......................................................................309
References ................................................................................309

13 Leadership for Quality, by James L. Reinertsen .......................311
Background ..............................................................................311
Scope and Use of Leadership Concepts in Healthcare .............315
Clinical and Operational Issues ................................................319
Keys to Successful Quality Leadership and Lessons Learned ...320
Case Study of Leadership: Interview with

William Rupp, MD ............................................................322
Conclusion ...............................................................................327
Study Questions .......................................................................327
Notes ........................................................................................327
References ................................................................................328

14 Organizational Quality Infrastructure: How Does an
Organization Staff Quality?, by A. Al-Assaf..............................331
Quality Assurance, Quality Improvement, Quality Control, and

D e t a i l e d C o n t e n t sx



D e t a i l e d C o n t e n t s

Total Quality Management................................................331
Management Commitment ......................................................332
Allocation of Resources ............................................................335
Organizational Structure ..........................................................336
Increasing Awareness of Healthcare Quality ............................338
Mapping Quality Improvement Intervention...........................338
Challenges, Opportunities, and Lessons Learned for Sustaining

QA/QI ..............................................................................342
Case Example ...........................................................................345
Study Questions .......................................................................346
References ................................................................................346
Suggested Reading ...................................................................347

15 Implementing Quality as the Core Organizational Strategy, by
Scott B. Ransom, Thomas J. Fairchild, and

Elizabeth R. Ransom .........................................................349
Implementing Quality in Healthcare Organizations ................352
Case Study: An Academic Medical Center’s

Quality Journey .................................................................363
Conclusion ...............................................................................373
Study Questions .......................................................................373
Notes ........................................................................................374
References ................................................................................374

16 Implementing Healthcare Quality Improvement: Changing
Clinician Behavior, by Valerie Weber and John Bulger ............377
Understanding Change Management in Healthcare ................377
Active Implementation Strategies.............................................384
Addressing the Cost of Implementation...................................391
Keys to Successful Implementation and Lessons Learned ........393
Case Studies .............................................................................394
Conclusion ...............................................................................399
Study Questions .......................................................................399
Note .........................................................................................399
References ................................................................................400

III Environment

17 The Quality Improvement Landscape, by Jean Johnson,
Ellen Dawson, and Kimberly Acquaviva ...................................407
Quality Improvement Organizations........................................407
Drivers of Quality.....................................................................408
Measurement Development Process.........................................413

xi



Trends in Quality Improvement...............................................415
Trends and Initiatives in Specific Healthcare Sectors ...............419
Case Studies .............................................................................425
Conclusion ...............................................................................428
Study Questions .......................................................................429
References ................................................................................429

18 Accreditation: Its Role in Driving Accountability in Healthcare,
by Greg Pawlson and Paul Schyve............................................433
Background and Terminology ..................................................433
Scope and Use of Accreditation in Healthcare:

Successes and Failures........................................................436
The Future of Accreditation: Challenges and Changes ............443
Conclusion ...............................................................................452
Study Questions .......................................................................452
Notes ........................................................................................452
References ................................................................................453
Other Useful Resources............................................................454

19 How Purchasers Select and Pay for Quality, by
Francois de Brantes ...............................................................457

Background and Terminology ..................................................458
Case Study: Bridges to Excellence: Building a Real Business

Case for Better Quality Care .............................................460
Defining the Program Specifications—Measures, Specific

Incentives, and Consumer-Focused Elements ...................464
Designing the Program’s Implementation ...............................470
Program Evolution ...................................................................471
Conclusion and Key Lessons ....................................................471
Study Questions .......................................................................472
Notes ........................................................................................472
References ................................................................................472

INDEX ..................................................................................................475

ABOUT THE AUTHORS ....................................................................................

D e t a i l e d C o n t e n t sxii


