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Which agency has higher quality?

Agency 1

» 87% of referrers rate it highly
* 64% of its patients received influenza
vaccination

» 79% of its patients experience
improvement in ambulation during
their episode of care

* 67% of patients experience
improvement in dyspnea during their
episode of care

» 88% of patients would recommend
the agency to a friend

* 0.2% of patients develop a decubitus

ulcer during their episode of care Agency 2



Defining Quality

The Institute of Medicine

“The degree to which health services for individuals
and populations increase the likelihood of desired
health outcomes and are consistent with current
professional knowledge."

Dimensions of health care performance
Safety
Effectiveness
Patient-centeredness
Timeliness
Efficiency
Equity



Dimensions of Home Care Quality

Safety Clinical Quality
Patients Structure
Staff Process
Satisfaction ~ Outcomes
Patients/caregivers o
Referrers
Staff

An agency’s program should
cover a range of quality dimensions :



Safety

Patients

Falls

Medication errors
Anticoagulation tx

Health-care
associated infection
Hand washing

Catheter blood-stream
infections

Home oxygen fire

Staff
Injury

Personal safety /
violence

Musculoskeletal
MVA
Falls

Infection
Work-acquired
Community-acquired




Ql Considerations

Measures and reporting may be mandated by
licensure, certification or accreditation requirements

Emphasis typically on individual events, not rates

Rich learning often obtained from Root Cause
analysis of failures (e.g., a fire in a home of a patient

with oxygen)
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Patient Satisfaction

Often administered by a vendor
Home Health Consumer Assessment of

Healthcare Providers and Systems (HHCAHPS)

Press Ganey
Fazzi Associates

Universal measures (“Would you
recommend this agency?”)

Specific measures (“Did the
agency staff explain things in a
way you could understand?”)

When possible, use a standardized
instrument with benchmarking
comparison data




Referrer Satisfaction

What is your
response rate?

Consider replacing 100% surveying
with targeted key informant interviews



Staff Satisfaction

Correlation with turnover

Universal measures (“This agency is a 5d
good place to work” Strongly Agree -
Strongly Disagree)

Specific measures (“Do supervisors
actively listen when agency staff
express a concern?”)

Check more
frequently than an
annual survey




Clinical Quality - Examples

Structure
BP equipment undergoes
yearly calibration
Processes of care

BP is checked and

documented at each

patient visit
Patient outcome

Average BP remains
below 130/90




Do you have a high quality agency?

How do you know?

Do your referrers and
patients know?

Do your staff know?
What would you like to
improve?

Where would you start?




When in doubt...

DON’T WRITE A NEW POLICY!!

Having a policy # quality
E Making a new policy #

quality improvement



http://www.istockphoto.com/file_closeup/currency/cash/bills/1468188_lying_black_arch_lever_file.php?id=1468188

Don’t chase special cause variation

.
gls
T

\

iy

'And this is the period when the cat was away.



Reduce audits and chart reviews

“Every system is perfectly designed to get the
results it gets”

-Paul Batalden, MD

Insanity is doing the same
thing over and over again
and expecting different
results




External accountability, reporting,
marketing

Universal (not specific) measures
Consistent with agency’s strategy

Current performance at or above
publically-available benchmarks




Internal quality improvement

Specific (not universal) measures

Model for Improvement
- PDSA

- Small tests of change




National Guideline Clearinghouse
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CHAMP Program Resources

www.champ-program.org
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