
2/10/2026

1

Quality & Patient Safety 
Fellowship
LEADERSHIP & ENGAGING TEAMS, PATIENTS, 
FAMILIES, AND PARTNERS

Objectives

BUILD FOUNDATIONAL 
KNOWLEDGE OF QUALITY & 

SAFETY

DEVELOP LEADERSHIP AND 
PROJECT SKILLS

APPLY LEARNING TO A QI 
PROJECT
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Leading 
Quality 
Improvement
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What can fireflies teach 
us about improvement?

Why Leadership 
Matters

Sets expectations for safe, high-quality careSets expectations for safe, high-quality care

Builds a culture of continuous improvementBuilds a culture of continuous improvement

Aligns improvement work with organizational 
priorities
Aligns improvement work with organizational 
priorities

Engages teams in problem-solving and 
innovation
Engages teams in problem-solving and 
innovation

Creates the conditions for reliable, sustainable 
change
Creates the conditions for reliable, sustainable 
change
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Leading Quality 
Improvement
• Build the right team
• Navigate conflict constructively
• Work effectively across disciplines
• Spread successful changes
• Sustain improvements over time

Keys to Successful QI Leadership

Leadership Mindsets
Be a learner

Live your values

Leadership Behaviors
Build strong relationships

Grow your network

Inspire engagement in the work
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How Do 
Leaders 
Tackle 
Problems? 

Take initiative. 

Investigate. 

Make connections. 

Identify solutions. 

Take action. 

/

How Leaders Influence Quality

Focus on 
processes

Reduce 
hierarchy

Create 
teamwork

Engage 
steering 

committees

Develop 
agile 

processes
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Foundations of Trust & Respect

Leaders build trust when they:

Demonstrate values people can rely on

“Walk the talk” through consistent 
behavior

Show competence in their role

Create psychological safety

Sustain optimism and steadiness

Leaders show respect by:

Being approachable and open to 
concerns

Inviting all voices into the conversation

Establishing shared goals before the work 
begins

Leadership Principles
 Listening
Empathy
 Self-awareness
 Stewardship
Building community
 Supporting growth in others
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What Leaders Do
◦ Set clear, meaningful goals
◦ Focus on the what, while empowering teams 

to design the how
◦ Accept imperfection and create space for 

learning
◦ Lift people up — never reject the person, only 

refine the work
◦ Recognize team strengths and potential
◦ Build trust and teamwork through humility 

and consistency

How Leaders Communicate & Listen

How Servant Leaders Communicate

Use clear, respectful words

Maintain tone that conveys support and 
curiosity

Demonstrate openness through body 
language

How Servant Leaders Listen

Check in with staff regularly

Ask simple, human questions

Stay willing to hear concerns without 
defensiveness

Take notes and follow up
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How Leaders Build Connections

Build connections by knowing: 

What motivates each team member

Their strengths and growth areas

How to help turn challenges into 
strengths

Self-Awareness: 
The Leadership 
Superpower
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Leadership in the Rural Setting
Smaller teams

Staff wear multiple hats

Leaders may be clinicians

Relationships are more personal

Collaboration with community partners is essential

Staff turnover has higher impact

Access and resources vary widely

Teams
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A team is a group of people that 
work together in a coordinated way, 
maximizing each team member’s 
strengths, to achieve a common goal. 

Such a group can anticipate 
mistakes, overcome obstacles, and 
navigate difficult situations.

Teamwork & Communication in Safe Care

Promote a shared 
understanding of the plan 

of care

Help teams anticipate 
needs and potential 

problems

Support the use of 
standard tools for 

communication and 
conflict management
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Work Styles
1. DiSC Profile
2. IHI Work Styles Inventory 

Worksheet
3. StrengthsFinder 2.0
4. Myers-Briggs Type Indicator
5. Strength Deployment Inventory
6. Riso-Hudson Enneagram Type 

Indicator

© Convergence Health Consulting 2023. All rights reserved.

Influencing 
Styles

Image: https://www.linkedin.com/pulse/influence-styles-can-learned-helen-robinson/
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Professional Values

Image: IHI
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Team Communication

Engagement
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Rules of Engagement

Myths of Engagement
Showing data is sufficient to change behavior

Everyone engages at the same time

The same message works with everyone

Every intervention is equally easy or hard to 
implement

Rules of Engagement
Connect to the core

Engage the engaged

Customize communication

Align and segment

Engaging Patients, Families & Community 
Patients & Families

◦ Invite patient/family advisors into QI 
teams

◦ Use patient stories to identify real 
barriers

◦ Include caregivers in testing changes 
Use simple feedback tools 

Community Partners
◦ EMS & Community Paramedicine
◦ Public Health
◦ Long-Term Care / Assisted Living
◦ Rural clinics & FQHCs
◦ Tribal or cultural community groups
◦ Home health agencies
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Change 
Management

While all changes do not lead to improvement, all improvement 
requires change. The ability to develop, test, and implement 
changes is essential for any individual, group, or organization that 
wants to continuously improve.
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Embracing Change
QI leaders help others embrace change by:

§ Speaking the language of improvement
§ Creating a non-punitive learning culture
§ Using stories to connect the work to real 

people

© Convergence Health Consulting 2023. All rights reserved.

Create a Sense of 
Urgency

Incorporate Change into 
the Culture

Build a Guiding Coalition

Form a Strategic Vision 
and Initiatives

Enlist a Volunteer Army

Enable Action by 
Removing Barriers

Generate Short Term 
Wins

Sustain Acceleration

The Kotter 8-Step Process 
for Managing Change

Implementing 
and Sustaining 

Change

Engaging and 
Enabling the 
Organization

Creating the 
Climate for 

Change
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What is Your Change Style?

What is Your Change Style?

Question 1:
When asked to 

brainstorm a whole 
new way of doing 
work, I typically: 

A. Welcome the opportunity to wipe the 
slate clean.

B. Want to make sure the current 
processes that already work are 
retained.

C. Try to balance new ideas with current 
practices

Adapted from Change Style Indicator: https://www.profileassessments.com/change-style-indicator/
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Question 2:
If I attended a 

conference and 
learned about new 

ideas, I would 
typically: 

A. Set up meetings to discuss the exciting 
new ideas I heard.

B. Wait and try to follow key developments 
you have learned about to see how they 
work for other people

C. Do some research on the developments 
and contact other people using them to 
learn more

What is Your Change Style?

Adapted from Change Style Indicator: https://www.profileassessments.com/change-style-indicator/

Question 3:
When I hear about 
new ways of doing 
things that might 
impact my work, I 

typically: 

A. Talk with others right away about 
applying the new method.

B. Wait and see how the new methods 
work somewhere else before trying 
them myself.

C. Go talk to someone using the new 
method to learn more.

What is Your Change Style?

Adapted from Change Style Indicator: https://www.profileassessments.com/change-style-indicator/
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What is Your Change Style?

A: Originator

Loves new ideas
Energized by brainstorming 
new ways of doiong things
Enjoy some risk and 
uncertainty

B: Conserver

Accepts existing structures
Prefers incremental change
Doesn’t like surprises and 
uncertainty

C: Pragamtist

Prefers functional and 
necessary change
Focuses on getting work 
done.
Prefers objective approaches 
to assessing change

Barriers to 
Change

Health care worker autonomy.

Stability that comes with routine

Programmed behavior or behaviors that result 
from the system 

Limited focus or tunnel vision

Real or perceived limit on resources

Accumulation of policies, procedures, 
regulations
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Barrier Busters
◦ Provide education based on evidence grounded in reliable 

research
◦ Post signs or other reminders for staff, patients and 

caregivers.
◦ Include staff in tests of change and ask them to provide 

feedback
◦ Use creative ways to make resources available. 

Applied Learning
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Performance Improvement Project

Brainstorm changes to test Design and Plan the Test Analysis & Decision 
Making
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Quality & Patient Safety Fellowship

ContentDate

Leading Quality Through the Triple Aim: Integrating 
Population Health and Health Equity

February 26

Introduction to Patient SafetyMarch 12

Project Sharing CelebrationMarch 26

Questions & 
Contact
Reach out anytime!

Jennifer Wagner

jwagner@convergencehealth.org
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