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Webinar Instructions 
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Webinar Instructions 

ÅAll participants have been 
muted to eliminate any possible 
noise interference/distraction.

Å If you have a question or would 
like to share your comments 
during the webinar, please type 
ȅƻǳǊ ǉǳŜǎǘƛƻƴ ƛƴ ǘƘŜ άǉǳŜǎǘƛƻƴέ 
ōƻȄ ƻǊ ŎƭƛŎƪ ƻƴ ǘƘŜ άǊŀƛǎŜŘ 
ƘŀƴŘέ ƛŎƻƴΦ
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No Conflict of Interest 

ÅAll presenters have signed a conflict of interest form and 

have declared that there is no conflict of interest and nothing 

to disclose for this presentation.

*This Live activity, Advanced Access Webinar Series: Reducing Delays for 

Appointments May 7, 2019 has been reviewed and is acceptable for up to 1.00 

Prescribed credit(s) by the American Academy of Family Physicians. Physicians 

should claim only the credit commensurate with the extent of their participation in 

the activity.
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Sign-In Sheet 

To receive CME/CE credit for this webinar please download 
the attached sign-in sheet fill it out and email it back to 
kgoelz@partnershiphp.org

mailto:kgoelz@partnershiphp.org
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Our Fearless Leader 

Barbara Boushon, RN, BSN

An expert in the field who has 
ƻǾŜǊ нл ȅŜŀǊǎΩ ŜȄǇŜǊƛŜƴŎŜ 
serving as faculty for Advanced 
Access collaboratives, training 
sessions and webinars. 
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ÅFaculty

ÅParticipants

ÅThe webinar 
series
ÅFormat

ÅTopics

ÅPreparation

Introductions

#1  April 24, 2019 (12-1 pm)

Introduction to Advanced Access

#2  May 7, 2019 (12-1 pm)

!ŎŎŜǎǎ {ǘǊŀǘŜƎƛŜǎΥ άwŜŘǳŎƛƴƎ 5Ŝƭŀȅǎ for

!ǇǇƻƛƴǘƳŜƴǘǎέ

#3  May 21, 2019 (12-1 pm)

!ŎŎŜǎǎ {ǘǊŀǘŜƎƛŜǎΥ άwŜŘǳŎƛƴƎ 5Ŝƭŀȅǎ for

!ǇǇƻƛƴǘƳŜƴǘǎέ

#4  June 4, 2019 (12-1 pm)

!ŎŎŜǎǎ {ǘǊŀǘŜƎƛŜǎΥ άwŜŘǳŎƛƴƎ 5Ŝƭŀȅǎ for

!ǇǇƻƛƴǘƳŜƴǘǎέ

#5 June 18, 2019 (12-1 pm)

Office Efficiency:

άwŜŘǳŎƛƴƎ 5Ŝƭŀȅǎ at !ǇǇƻƛƴǘƳŜƴǘǎέ
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ÅList elements of the Model for Improvement

ÅExplain at least 3 methods to reduce demand for 
appointments

ÅExplain at least 3 change ideas to reduce no-show 
appointments

Objectives for Today



άLƳǇǊƻǾƛƴƎ ƻǳǊ ǿƻǊƪ 
isour work, not a 

distraction from our 
ǿƻǊƪΗέ



/ƘŀƴƎŜΧΧ

Improvement usually 
ǊŜǉǳƛǊŜǎ ŎƘŀƴƎŜΧΦΦ

However not all 
change is an 

improvement! 



The Model for Improvement

Aims

Changes

Small, iterative 
tests of change

Measures

[ŀƴƎƭŜȅΣ DŜǊŀƭŘΤ YŜǾƛƴ bƻƭŀƴΤ ¢ƘƻƳŀǎ bƻƭŀƴΤ /ƭƛŦŦ bƻǊƳŀƴΤ ŀƴŘ [ƭƻȅŘ tǊƻǾƻǎǘΤ ά¢ƘŜ 
LƳǇǊƻǾŜƳŜƴǘ DǳƛŘŜέ {ŜŎƻƴŘ 9Řƛǘƛƻƴ {ŀƴ CǊŀƴŎƛǎŎƻΣ /!Τ WƻǎǎŜȅ-Bass, 2009

Can be used 
for:
1. Small scale test
2. Series of tests
3. Wide-scale tests
4. Implementation
5. Spread



The Three Questions 

ÅWhat are we trying to 
accomplish?

ÅHow will we know a 
change is an 
improvement?

ÅWhat changes can we 
make that will result 
in improvement?

Measure

Change

Aim



What Are We Trying To Accomplish?

Team aim content: 

ƁInitial focus

ƁStretch vs. 
incremental

ƁIn alignment with 
leadership/mission

SMART Aim 
Characteristics:
ƁSpecific

ƁMeasurable

ƁAchievable

ƁRealistic/relevant

ƁTime-bound



Initial Focus

1 provider

1 small clinic or 
department

Organization



Sample Access Aim

100% of patients will be offeredan 
appointment today for any problem 
with their PCP or with a teammate in 
the absence of the PCP by September 

1, 2019 as measured by third next 
available appointment (0-1 days).



1. Understand and balance supply and demand
a) Individual
b) Practice
c) Organization
d) System

2. Reduce demand 
ÅDecrease no-show appointments

3. Reduce appointment types and times

4. Optimize the care team to increase supply

5. Resynchronize the system (Reduce the backlog)

6. Develop contingency plans
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Reduce Demand


