Questions to Help Initiate a QA/QI Process

Process

· Is dispatch scripted and prioritized?

· Are timepieces synchronized between crew, station, and dispatch at the beginning of each shift?

· Are internal time standards consistent with local, regional, and national standards?

· Do the assessment & treatment protocols meet local, regional, and national standards?

· Was the patient care report completed accurately to reflect the events of the call?

· Are communications recorded for later review, if necessary?

· Is real-time data gathered in a way that can be readily used for statistical analysis?

· Is there a review process for bad outcomes?

Empowerment

· Does the crew have the knowledge and authority to create a safe zone for patient care?

· Does the crew understand how to work in concert with other agencies, Good Samaritans, and bystanders during multi-response situations?

· Do employees understand how to resolve differences of opinion with respect to patient care?

· Are training officers encouraged to tailor education programs to alleviate weaknesses?

· Do unions work with the organization to require remediation plans for staff who fail to meet individual standards?


Customer Service

· Is the caller treated with respect and concern?

· Does the dispatcher help calm frantic callers?

· Is the patient treated with compassion and respect?

· Are the needs of family members and/or other concerned individuals met?

· Are privacy issues handled appropriately and according to law?

· Are complaints handled by people with the authority to make decisions, including financial ones with regard to patient billing?

· Does the crew interact well with other agencies and public services?

Organizational Culture

· Do employees feel free to make improvement suggestions that are considered fairly?

· Are employees freely able to admit mistakes in order to learn from them?

· Do employees understand the expectations of their EMS system?

· Do employees understand their rights and responsibilities in the EMS system?

· Does the leadership provide the crews with the equipment and resources to meet the community standard of care?

· Is the organization staffed to meet the usual call volume?

· Does the organization plan for future staffing, equipment, and other needs?

· Does the budget meet the required and expected needs?

· Does the organization collect reliable information and use it to locate weaknesses in the system?

· Does the organization regularly review internal policies and procedures with the goal of improving the organization?

· Is organizational leadership willing to make the effort to evaluate their system and make the changes necessary to improve?

Administering Quality Improvement

· Administration/Medical Director meetings
· What areas need the most improvement?
· Who will gather and analyze the data?
· How long will it take to gather and analyze data?
· What are the possible results of the analysis?
· Latest EMS research
· Realistic/reasonable goals
· Meetings/forms/interviews with staff
· How do you actually do _____? (every little step)
· Why do you think _____ didn’t work properly?
· What are your ideas for making _______ work better?
· When a problem seems to rest in an individual
· Attitude of teaching and improvement before punishment
· Due process
· Remediation
· Making changes
· Getting universal support and involvement
· Be a cheerleader, not a dictator
· Everyone in the system needs to know the plan and be allowed to comment
· Communicate why change is being made and expected results
· Notification
· Training
· Questions/Answers
· Follow-up (is everyone doing it the new way?)
· Positive feedback
· Re-cycle through the process
· Measure improvement
· Fine-tune changes
Congratulate everyone and publicize (at least internally) the improvement!
