
QI Scenario: Background Information for PDSA Application
[bookmark: _GoBack]Northern County’s Breast and Cervical Cancer Control Program (BCCCP) set a strategic goal of increasing the number of women who come in for their scheduled breast exam appointment. Through analysis of their fiscal year 13 caseload, they found that a high number (35%) of women missed their scheduled breast exam appointment. Discussion at staff meetings around women missing their breast exam appointments occurred often, and reinforced the idea that addressing missed appointments may lead to an increased number of women who receive their annual breast exam; thus better outcomes for the women being served through the BCCCP. Qualitative data from client records indicated that there were several factors that could be causing missed breast exam appointments.
Problem statement: BCCCP clients are missing their scheduled breast exam appointments. 
Northern County BCCCP staff formed a QI team to look at this issue. At the team’s first meeting, they started completing a QI Team Charter in order to begin organizing the QI project. 
Additionally, the team worked together at the first meeting to develop an initial aim statement to begin guiding their work.
The QI team’s next step was to create a process map to describe the current appointment scheduling/reminder process from beginning to end. They started by defining where the appointment scheduling/reminder process begins and ends. The team then determined the level of detail the process map should reflect. Through brainstorming, the team developed a list of steps in the process, and then began ordering the steps and determining exactly where decision points occur. As they began documenting their process, they discussed what happens when a scheduled breast exam appointment is missed. 
Based on group discussion, data on missed verses kept appointments for breast exam visits (baseline data), and their process map, the QI team decided to collect more information on which aspects of their process for scheduling/reminding clients of their appointments cause the most missed breast exam appointments. The team noted that individual BCCCP case manager’s provide appointment reminders, but don’t document appointment reminder information across the program in a consistent way (i.e. documenting who gets reminders differently, sending reminders out at varying times, etc.). They decided to systematically collect this information on a weekly basis for ten weeks during the BCCCP program’s regular business hours (9-5). They generated a list of the reasons they thought would be most common. They anticipated that missed breast exam appointments would be related to (1) client scheduled the appointment too far out and missed the reminder, (2) the program could not reach the client to provide a reminder about the appointment, (3) the client had something urgent come up and forgot, and (4) the client did not schedule the appointment in the specified timeframe.  They collected their data using a Check Sheet.
After 10 weeks of collecting data, the QI team reviewed what they had collected. These data suggested that most clients were missing their breast exam appointment because they did not receive a reminder. This result backed up other findings from the notes in the client records. As such, the QI team convened to generate ideas regarding the root cause of this problem. The team created a fishbone diagram in order to brainstorm all the possible root causes to the problem. 
After review and discussion of the possible root causes to the problem, the team created an affinity diagram in order to brainstorm all the possible solutions to the root cause of the problem identified. After review and discussion all the possible solutions to the root cause of the problem, the team landed on one solution they felt would best address the root cause of the problem and enable to team to meet their aim statement. They developed an improvement theory (If…Then Statement) to guide their test. 
