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Ingredients 
p Respect 

p Context

p Adaptability 

p Sustainability from the start 

p Making it relevant 



8 steps 
1. Person centred 
2. Context is key
3. Understand the  resource and build the team
4. Develop the programme to meet their needs
5. Enable their own improvement paradigm

n Theory and Method 

6. Enhance improvement leadership
7. Build in sustainability 
8. Share the learning 



1
Always be  

Person centred



Patient and provider 
stories will bring reality to 

the work we do to keep 
patents safe



“For human beings, life is meaningful 
because it is a story. A story has a sense of 
a whole, and its arc is determined by the 

significant moments, the ones where 
something happens.” 

Atul Guwande
Being Mortal



Safety and quality must be 
viewed from 

the eyes of the patient



Current mantra for person centred care

From what is the matter 
to 

What really matters to you



2
Understand 
the Context 



p Who is in the room

p What are there problems 

p Why are they here 

p What is their motivation



3
Understand resource 
and build the team 



Resources  and team building
p The lack of resource 

p The wealth of innovation

p The community 

p Breaking bread 



4
Develop the programme

to meet their needs  



p Understand that what works in Europe is not 
necessarily the answer 

p Provide some solutions they can accept or reject

p Be adaptable



5
Develop their own 

improvement paradigm



System thinking 

Understand 
the system 
in which we 

work

Study the 
Variation in 
the system

Examine the 
way people 

think –
beliefs and 
attitudes

Have a 
theory and 
method of

change

Based on Deming 



Teoria para a mudança  
Conhecimentos Profundos de Deming  



Staff 

Patients Performance

Leadership 

Strong Leadership

Great Organizational Support

Focus on Staff (Professionals)

Education and Training of Staff

Interdependence of Care Team

Performance Result Focused

Process Improvement Focused

Patient-Centered (Patient Focus)

Community and Sysrem Focus

Information & Information Technology Orientation

The microsystems of care

Reference Nelson et al 2008



1. Identificar o Problema

2. Definir a Equipe de trabalho

3. Declaração do objectivo do Projecto - SMART

4. Analisar o Problema – Espinha de Peixe; 5 WHY

5. Estudar o Processo - Fluxograma

6. Aplicar Teoria de Mudança et Decidir as 

Mudanças

7. Decidir a Medição (instrumentos e processos)

8. Testar/Examinar as Mudanças

9. Rever os Resultados

10.Manter o crescimento da Melhoria

The steps for improvement 



1. Identify the problem
2. Define the tasks to be done and build the team
3. Develop SMART Aim
4. Analyse the problem

– diagnose with Fishbone and 5 WHY
5. Study the process with a process map
6. Apply the theory of change in a driver diagram
7. Decide your measures
8. Test your changes
9. Measure and change in small steps of change
10. Sustain and spread

The steps for improvement 













6
Develop

Effective healthcare 
leadership 



Leadership

Courage Hope

Respect Skill
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Vision 



http://www.health.org.uk/publication/habits-improver

Develop the habits of an improver



7
Build local 

sustainable capacity 





8
Share the learning 



ISQua Network







Email: plachman@isqua.org

@peterlachman


