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Cultivating Roots of Quality 
Improvement

Session 2: Heart of the Matter: Tools to Determine the Problem
May 2, 2023

Introductions: Our Hospitals
Big Sky Medical CenterBig Sky Medical Center

Central Montana Medical CenterCentral Montana Medical Center

Community Hospital of AnacondaCommunity Hospital of Anaconda

Dahl Memorial HealthcareDahl Memorial Healthcare

Livingston HealthCareLivingston HealthCare

McCone County Health CenterMcCone County Health Center

Mineral Community HospitalMineral Community Hospital

Ruby Valley Medical CenterRuby Valley Medical Center

St Luke Community HospitalSt Luke Community Hospital

9 hospitals represented by 29 CAH staff!

In the chat:  
• Names, Facility, Improvement Topic
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Program Expectations
Purpose

Provide an avenue for Flex and HQIC member hospitals to work through a quality improvement project 
from the ground up using evidence-based tools and processes applied to topics of interest and priority.

Objectives
• Understand the Model for Improvement
• Identify tools to determine the root cause of a problem
• Identify types of data and apply to appropriate goals
• Implement tools for addressing adverse events
• Identify ways to engage patients and family in improvement efforts

Heart of the Matter: 
tools to determine the 

problem
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And…the solution(s) 
to the problem 

Question for the 
group 
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How do you know when your 
processes are not resulting in 
optimal outcomes?

Sources of information? 
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Sources of information 

Patient 
Experience (e.g., 
HCAHPS) scores

Quality Boards: 
Readmission 

rates

Huddles: current 
events e.g., 

CAUTI

Staff meetings Hallway 
conversation Staff interviews

More sources

Patient and staff  interviews

Observations of practices (e.g., hand 
hygiene)

The local news
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How to discover 
the reasons for 
failure?

Channel your 
curious child



5/2/2023

7

Ask ‘Why’ 5+ times

I ran a red light

Why? I was late for work

Why? I woke up late

Why? Alarm didn’t go off

Why? Phone didn’t charge

Why? I forgot to plug it in
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Let’s role 
play; focus 
on a patient 
readmission

Readmission interview

•Why are you back with us 
so soon?

•Why did you not fill your 
prescriptions?

• What other ‘Why’ 
questions would you ask? 
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Patient was 
given wrong 
medication 

Patient was 
given a 
medication 
that resulted 
in death

Why?
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What’s the problem and 
how do we solve it?

Root Cause 
Analysis
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Rules of Causation (1 and 2)

Rules of Causation (3 and 4) 
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Rules of Causation (5)

Deep Dive Example
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CAUTI 
Discovery Tool 
– Specimen 
Collection 
Tracer

Discovery Tool: themes?



5/2/2023

14

Fishbone Example

27

One thing could lead to the failure 

Schedule
Date Topic Practical Application 

(assigned)

April 18 Getting Started: The Model for Improvement & How to Choose a Change Tool: 3 Questions

May 2 Heart of the Matter: Tools to Determine the Problem Tool: Project Summary

May 16 What Tells the Story? How to Identify and Use Data Tool: PDSA Cycle 1 and 
Summary

June 8 Just Do It…and Do It Again! Small Tests of Change and the Do-Study-Act of 
the PDSA Cycle

Tool: PDSA Cycle 2 +

June 20 The Leader Mindset 

July 11 No Blame No Shame: Addressing Patient Safety and Adverse Events Poster development

July 25 Changing the Perspective Changes the Experience: Involving Patients and 
Family Advisors in Quality Improvement

August 22 Celebration & Sharing
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Practical Applications – By 5/18
 Complete “3 Questions” tab in the Workbook.

 Schedule Scope Coaching with Barb.

 Complete Project Summary tab in the Workbook

Contact
Jennifer Wagner, CPHQ Barb DeBaun, MSN, RN, CIC

Montana Hospital Association Cynosure Health

Director of Quality Programs Improvement Advisor

jennifer.wagner@mtha.org bdebaun@cynosurehealth.org

406-457-8000

Project Website https://mtpin.org/qiroots/
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Evaluation
Please complete the short evaluation that will appear 

when you leave the webinar.


