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Course Description

In this course, learners are introduced to the concepts and practice of Continuous Quality
Improvement and their application to the health and human service field. A fundamental model for
improvement efforts is presented explicated so that students can understand how this framework
serves as the basis for managerial interventions. Students also learn why continuous improvement
efforts are critical to the current healthcare system in the United States, and why national healthcare
authorities are advocating for particular themes of change. Learners synthesize key concepts in
improvement work , especially system's thinking and the dynamic role of leadership in healthcare
organizations.

Prerequisites

None.

Learning Outcomes

At the end of the course, learners will understand the principles and tools of CQl, the dynamics of
team building, how to apply CQI to their work and how to keep current in the field. To be more
specific, learners will need to demonstrate that they can:

Course Resources

Textbook(s):

The Improvement Guide: A practical approach to enhancing organizational performance.
Langley, Nolan, Nolan, Norman, Provost. Jossey Bass Publishers, 1996 - ISBN: 0787902578.

Textbooks are available via GSC's online bookstore, MBS Direct at:
http://bookstore.mbsdirect.net/gsc.htm (The course-CRN number for ordering this textbook is:
10147). Textbooks can also be purchased from MBS via phone, mail or fax. For additional
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information, visit the Online Bookstore section of the college web site.

PLEASE NOTE: It is the learner's responsibility to have purchased all required course
materials before the start of the course. Learners are expected to meet all course
expectations even if the shipment of a required textbook or other learning resource is
delayed. Be sure to choose the shipping option that will get your text/resource delivered
in a timely manner.

Blackboard Orientations

There are no face-to-face sessions for this course. If you have never taken an Online Interactive
Course (OIC) at the college, we highly recommend that you attend one of the 2-hour Blackboard
Orientation sessions available throughout the state. If you choose not to attend a face-to-face
session, you are encouraged to complete the Online Orientation with audio at your own convenience.

Course Policies

Textbooks: It is the learner's responsibility to have purchased all required course materials before the
start of the course. Learners are expected to meet all course expectations even if the shipment of a
required textbook or other learning resource is delayed. Be sure to choose the shipping option that
will get your text/resource delivered in a timely manner.

Description of Course Activities and Requirements

We each share responsibility for the success of this course. In keeping with the Principles of CQl, you
will be expected to share your particular expertise in making that success happen.

You are expected to keep current with reading assignments, discussion board postings, and topics.

The reading assignments will focus on one or two chapters of the text each week and articles found
on the internet. You will be directed to the internet articles via forums on the discussion board and
through assignments listed within the course content.

Your final grade for the course will be comprised of 3 areas:
1. Participation

Participation will be measured by the quality of contributions you make to discussion forums and
chat sessions. The key factor is to be sure that you demonstrate that you are keeping pace with
the readings and notes and that you are delving into the issues of quality improvement.

Discussion postings must advance answers to questions posed by the instructor so the class can
think further into the issue at hand. Discussion postings are not useful when they just
complement others on their thoughts. Students who bring in outside readings, use additional
material, give citations and references to the textbook demonstrate high quality participation.

To grade participation, | will look for the quality of your weekly contributions to the discussion
topics and participation in chat sessions. Discussion comments don't have to be lengthy; one or
two paragraphs may suffice for most answers. For your submissions to the discussions, | will be
looking at the way you relate your comments to material found in the readings. You might want to
give the page number references or other direct references you make to the textbook or articles
as a way to draw the connection your ideas and the text. You will be required to respond to my
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postings in the discussion board forums, in addition to responding to two other postings
from your fellow students.

To understand how your work will be assessed on the Discussion Board, please review the
participation rubric within the Introduction folder of this course.

2. Module Summary Papers:

At the end of each module, you will submit a brief module "evidence of learning" report that
demonstrates some evidence of learning. Your paper (1-3 pages, double space, 1" margins, and 12pt
font) will summarize the content found in the reading assignments. The task is this: Expand upon
each chapter conclusion in the Nolan text so that | am able to assess that you've read and
understood the material. An "A" paper will be coherent, addressing all the main concepts and critical
facts in the chapter and using the customary conventions of effective writing (i.e.: topic sentences,
punctuation, etc...) It will also bring in outside sources from the internet, publications, or books that
you'll find that could augment your learning the topics presented. I'll also be looking for a statement
from you about the quantity of work you’ve done during the module to learn the concepts.

3. Research Paper:

At the end of this course, you will submit a research paper on a topic relevant to health care
improvement as related to six themes of improvement articulated by the Institute of Medicine (and
explained in one of our readings) . Your paper must consist of no less than 10 pages of text (1 inch
margins, 12pt font), follow APA style or equivalent, and contain a bibliography of at least 8 sources.
Topics must be approved by the instructor. Suitable topics, for example, are:

Healthcare and customer service

New standards of care; the use of evidence based practices

Health care safety; improving outcomes

A patient guide to quality; how consumers find the best places for care.

Health care for the 21st century; a report on the IOM Crossing the Quality Chasm
Designing useful survey tools

Your task is to show how one of the six themes of improvement is being acted upon by
healthcare organizations today. You'll likely need internet and journal articles to accomplish this.

To earn a grade of ‘A’ for this assignment, refer to the GSC writing assessment rubric (within the
Introduction folder of this course) for exemplary scholarly communication. Use the Library Info
link off of the Course Menu for additional resources.

The course is a work in progress. Again, in keeping with the Principles of CQlI, you are encouraged to
share your suggestions for how this course can be improved.

Grading Percentages

Activity % of Final Grade
Module summary papers and assignments 33%
Participation 34%
Research Paper 33%
Total 100%

(Note: "Attendance” should not be listed as a category for grading percentages. Please use term
such as "participation” to emphasize that your evaluation will be based on quality of presence (rather
than just being present).)
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Granite State College Standard Grading Scale

Grade Percent Grade Points Level of Achievement
A 95-100 4.0
A 90-94 3.67 Excellent
B* 87-89 3.33
84-86 3.0 Good
80-83 2.67
c* 77-79 2.33
C 74-76 2.0 *Acceptable
C 70-73 1.67 T
D* 67-69 1.33
D 64-66 1.00 Poor
D 60-63 0.67
F <59 0 Failure, no credit
*A grade of C or better is required to fulfill requirements in the major, minor, or
general education core at GSC. Please consult the GSC catalog for details.
1 A grade of C- or below generally does not transfer to other academic institutions.

Course Schedule & Topics

MODULE 1: Looking at Healthcare as a System
2 weeks, September 13to 27

Getting Started (September 13-20)

e Read: A Model for Improvement (Chapter 1)
e Post: Comments on Discussion Board questions

The Use of Data (September 21-27)

e Read: Skills to support Improvement (Chapters 2 and 3)
e Post: Comments on discussion board questions
e Evidence of learning from mod 1 is due 9/27

MODULE 2: It's All About Change
3 weeks, September 28 to Oct 18

Using the Model of Improvement (September 28 to Oct 4)

e Read: Measurement (Chapter 4)
e Post: Replies to Discussion Board themes
e Submit your choice for research paper and thesis statement

More on Change ( Oct 5- 11)

e Read: Process Improvement (Chapter 5)
e Post: Discussion Board replies to questions
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Making Changes Stick (October 12 - 18)

Read: Testing and Implementing Changes (Chapters 6 and 7)
Post: comments to questions on discussion board

Submit flow chart assignment by Oct 11th

Evidence of learning from mod 2 is due 10/18

MODULE 3: Integrating Approaches
5 weeks, October 19 to Nov 22

Integrating Approaches (Oct 19- 25)

e Read: Increasing Value (Chapter 9)
e Post: Discussion Board replies to questions

Integrating Approaches, continued ( Oct 26 — Nov 1)

e Read: Stop Quality Problems (Chapter 10)
e Post: Discussion Board replies to questions

Integrating Approaches, continued (Nov 2-8)

e Read: Low costs, high quality (Chapter 11)
e Post: Discussion Board replies to questions

Integrating Approaches, continued (November 9-15)

e Read: Value added (Chapter 12)
e Post: Discussion Board replies to questions

Integrating approaches, continued (Nov 16- 22)

e Post: Discussion Board replies to questions
e Mod 3 evidence of learning is due 11/22

Thanksgiving Break (November 24-30) - there is no OIC activity required.

Module 4: Conclusions
2 Weeks, Nov 30 to December 13

e Read: Guidance for Leaders (Chapter 13), Change Concepts (Appendix),
and The Change book

e Post on Discussion board: What are the drawbacks of the quality
improvement models studied so far? What can be done about these
pitfalls?

e Submit: Final Research paper by December 13 2008

Note: The schedule above may change at the instructor's discretion.

Library Resources

Granite State College has a Virtual Library (http://www.granite.edu/current-students/virtual-library/)
available 24/7 with access to the full-text of thousands of journals and professional periodicals, an
online Reference Room, selected Internet resources, writer's resources, research and citation help,
and a collection of tutorials. The databases are password protected.

See GSC Library tab in MyGranite for username and password. In addition, the Library Info link in
the course menu provides direct links to research databases, Research FAQs and more.
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Academic Resources and Information Services

Academic assistance to students is available at GSC Centers at no additional charge in such areas
as basic skills preparation in reading, writing and math; study skills and research and citation help.
Academic Resources staff members work closely with faculty and students toward academic
success. A whole range of tools is available, including study and time management tips, APA and
MLA citation assistance, access to learning resources online, and feedback on course writing
projects. To contact an Academic Resource and Information Coordinator, see the Academic
Resource Link on the Resources page in the course menu or go directly to
http://bbresources.granite.edu/course_docs/acad_resources.htm.

Technical Assistance

For assistance with issues related to accessing the MyGranite portal, GSC email, Webrock, online
courses or other technical issues related to any of the Blackboard tools, please visit the GSC
Technical Assistance Center (http://bbresources.granite.edu/techassist/help.htm) for answers to the
most frequently asked questions or to submit an online help request form. Or call 1-888-372-4270
(Hours: M-F, 8:30-5:00, messages checked twice daily on weekends. Extended hours for the week
before start of the term and first week of the term: M-Th, 8:00-7:00.)

Documented Disabilities / Americans with Disabilities Act

Granite State College will provide qualified individuals with disabilities the same educational
opportunities available to persons without disabilities. When an individual's documented disability
creates a barrier to educational opportunities, the College will attempt reasonable accommodation to
remove the barrier. If you need assistance, we recommend that you make contact early to ensure
that your requests can be reviewed prior to the start of each term. If you wish to apply for
accommodations, contact your academic advisor or the Dean of Learner Services in Concord. See
the complete Granite State College policy in the current college catalog for further details.

Academic Honesty

An academic community is based on honesty and integrity. Plagiarism, cheating, or other forms of
academic dishonesty are not acceptable at Granite State College. Faculty and students have a joint
responsibility to ensure the integrity of learning.

All work that you submit must be your own except in those instances when your instructor gives
specific permission to collaborate. When quoting, summarizing or explaining ideas that are based on
another's work, whether in print or online, make sure to cite references appropriately. Plagiarism is
using another's words or even paraphrasing another's work without giving proper credit through the
use of citations.

For Granite State College's complete academic honesty policy, see the current college catalog.

Conduct in the Online Classroom

Membership in society implies minimal norms for civil behavior towards one another. It is Granite
State College’s expectation that all members of our college community treat faculty, staff, and fellow
learners with respect. Learners need to be knowledgeable of and comply with college policies. Each
individual is accountable for his/her actions and for the consequences of any behavior that is
inconsistent with these
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values and expectations.

Institutional Assessment

Assessment is an ongoing process that enables the College to improve its programs, courses, and
teaching methods. Institutional evaluation may be embedded in tests, exams, and other
measurements of student learning. As members of a learning community, students, faculty, and staff
will be expected to participate in the important process of assessment on occasion. Confidentiality of
any data that identify participants is maintained.

e explain the guiding principles of CQl

list and explain behaviors and/or attitudes that contribute to or detract from team building
create flow charts, pareto charts, cause-and-effect charts, etc., as tools in reviewing and
improving work flow.

design a plan to collect basic data to measure and assess outcomes

recognize common barriers to success and strategies to address barriers

explain and follow the Plan/Do/Study/Act cycle

remain current in CQI developments by locating and reviewing relevant articles from
professional and general publications.
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