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Learning objectives

1. Recognize the purpose, value, and applicability of the
AIM program

2. List concepts of access in primary care

3. Identify the value of quality improvement, change management,
and team building

4. Getting started: improvement opportunities, creating a sense of
urgency, and building a guiding coalition
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Getting Started
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Why are we here?

Simple Advanced
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How AIM came to be

 Education and training related to improving patient access in primary
care needed to be reimagined

« Some of the key findings from a survey following Advanced Access
include:
« Ashiftin approach involving continuous quality improvement, change management,
and team building
« Aneed for ongoing support to clinics for continued quality improvement work
« Flexibility in training to accommodate different clinical structures
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The three pillars of AIM
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Patient Access
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Concepts of primary care access
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Access measures related to concepts
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Change Management (CM)
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What is the role of change management?
» Managing change is necessary to support successful
improvements

» Team’s readiness and comfort with change can influence the
success of your project

‘ ‘ While all changes do not lead to
improvement, all improvement
requires change. , ,

Titps: /i i orgiresources/Pages/Changesidefault aspe
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Kotter’s Change Management Model
« Create urgency
Create a climate « Build a coalition
for change « Create a vision
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Kotter’s Change Management Model
« Communicate vision
i’:ﬂﬁ: fhld + Empower others
organization « Create quick wins
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Kotter’s Change Management Model

« Build on the change
« Embed the change

Implement and
sustain
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Exercise 1 (CM)
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Creating a sense of urgency

f@ Objective of this exercise is to examine the pain points that impact
7 patient access at your clinic.

Please provide as many pain points as you can think of using the
Mentimeter word bubble.

To submit answers, visit www.menti.com and enter the code provided
by the course facilitator.
(¥ X1

7 Discuss the identified pain points.
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Quality Improvement (Ql)
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What is quality improvement (Ql) and why
does it matter?
Status Quality
Quo Improvement
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The Model for Improvement (MFI)
What are we trying to accomplish?
How will we know if a change is an improvement?
What changes can we make that could result in an improvement?
ﬁ h Start with small
!
@ y changes!
Langley, Mosn, Nlan, Nolan, Nomman, Provor,
The Improvamet Guide, 199
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A roadmap for Ql

Quality

dh 6 Improvement
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Getting started
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Relationship between Ql and CM
3
How ready is the practice to change?
Create urgency
Who can help?
Build a coalition
Who needs to be on the team?
Create a vision
What resources are needed?
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Exercise 2 (Ql)
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Enablers and hurdles in improvement efforts

f@ Objective of this exercise is to explore previous improvement projects
&7 and share your experiences, for better or worse.

projects and what were some hurdles that were encountered along the

@ What/who were some enablers that helped support your improvement
way?

\

oo
Z@ Group discussion, with responses recorded by facilitator.
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Building a Guiding Coalition (CM/Ql)
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Guiding coalition

The working group (guiding coalition) is the lead in redesigning and
improving patient access

. Encourage a culture of curiosity

. Commitment to the team

. Mutual accountability

. Embrace new ideas -

. Take an interest in other people’s roles e
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How ready is your Who can help with Who needs to be on What resources do
practice to change? the change? the team? we need?
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How ready is your ‘Who can help with Who needs to be on Whatresources do,
praciice to change? the change? the team? we need?

Building a guiding coalition § e

S
How ready is the practice to change?
Who can help?

Who needs to be on the team?

Whatresources are needed?

Relationship between Ql and CM

Create urgency
Build a coalition

Create a vision
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Exercise 3 (CM/Ql)
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Building a guiding coalition

Objective of this exercise is to reflect as a group on how to build a
\ team comprised of members from all levels of your organization.

Think about:
* Who do you need on your team? Who can maximize your improvement

efforts?
« These individuals may or may not be at the workshop

+ What qualities and skill sets are needed?
« Is a senior leader needed?

[ 5 X1
ﬁ Group discussion, with responses recorded by facilitator.
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How did we address the three pillars?
1. Change Management: Discussed the necessity of change
management in implementing lasting change; created a sense of
urgency by discussing pain points related to patient access;
discussed the concept of a guiding coalition
2. Quality Improvement: Discussed the necessity of quality
improvement in making change; introduced the Model for
Improvement; introduced the first steps of your quality
improvement journey
3. Team Building: To be explored in Workshop 2
Access Improvement Model - AIM Workshop 1
How did we address the three pillars?
Quality Change
4 - GI Improvement Management
1 =
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Next steps

« Creating a shared understanding of the problem and a problem
statement

« Introduction to team building

* Learning about project charters
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