
Design Thinking for Public 
Good

Quality 
Improvement 
Webinar



Today’s 
Presenters

Amy Belflower Thomas, 
MHA,MSPH,CPH

Accreditation Administrator

Margaret Benson Nemitz, MPH, 
Strategic Approaches 

Coordinator

Maggie Cremin,

Accreditation Graduate 
Assistant

Meredith Mastromauro, MPH, 
Program Coordinator, 

Population Health Improvement 
Partners



Today’s 
Agenda

Framing Quality 
Improvement

Sampling of QI Tools

Next Steps



Coming 
Soon

Office Hours Dashboard 
Webinar

AAC 101 
Training



FRAMING QUALITY IMPROVEMENT



Which photo best represents how you feel about 
Quality Improvement?

I got this! I am 
leading my team!

I have some 
ideas!

The sticky note 
thing, right?

I don’t know 
where to start.



QI doesn’t need to be big and formal

Start where 
you are

Incremental 
change

QI is a 
culture



Quality 
Improvement 
Design Team
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Human 
Centered 
Design
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Source: IDEO.org, www.designkit.org

http://www.designkit.org/


Prototyping
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QI is all around us

Asking "Why" helps us to 
understand the problem 
and find the root cause!

Discussing handoffs with your 
team can be strung together 

to create a process map!

Writing down daily tasks in 
detail create standard work 

for sustainable practices!



SAMPLING OF QI TOOLS



Many Tools!

PDSA

5 Whys

Impact Matrix

FishboneProcess Mapping

Standard Work



Process 
Mapping



Mapping the Process

WHY

- Clearly outline a process
- Create a visual
- Identify gaps and problem areas
- Share data with team

WHEN

- Want to improve efficiency
- Want to improve effectiveness
- Explain process to new hires
- Identify where gaps exist

HOW

- Multi-level team
- Create an open environment
- Explain the why (not punitive)
- Use sticky notes or virtual platform

WHAT NEXT

- Keep the map in a common area
- Invite review and new ideas
- Brainstorm & prioritize change Ideas
- Continue meeting as a team



Five 
Whys



Getting to the Root Cause: 5 Whys

WHY

- Uncover the root cause of a problem
- Simple structure; no tool needed
- Easy concept for team to grasp
- Removes layers of assumptions

WHEN

- After aim & mapping process
- A problem statement is uncovered
- Unsure why problem is occurring
- Need a quick "solution"

HOW

- Write down your problem
- Ask "why" that problem happens
- Repeat until you get to the root cause
- Work backwards using "therefore"

WHAT NEXT

- Brainstorm & Prioritize change ideas
- Plan out PDSAs to test
- Keep repeating 5 Whys as needed



Fishbone



Getting to the Root Cause: Fishbone

WHY

- Uncover the root cause of a problem
- A visual display to show the team
- Look at all parts of the system
- Provides structure to brainstorming

WHEN

- After aim & mapping process
- A problem statement is uncovered
- Unsure why problem is occurring
- Need to take a more detailed look

HOW

- Write problem at "head" of the fish
- Determine categories (e.g., 4 P's)
- Think through causes of the problem
- Put each cause under its category

WHAT NEXT

- Balance out the diagram
- Identify potential solutions
- Use 5 Why's to drill down further
- Prioritize & test change ideas



Impact 
Matrix



Prioritizing Change Ideas

WHY

- Encourages team discussion
- Gives specific criteria to prioritize
- Simple yet effective
- Helps gain buy-in

WHEN

- You have brainstormed change ideas
- Need to prioritize where to begin
- Team isn't in agreement
- Some change ideas need to be let go

HOW

- Draw a matrix or use template
- Number change idea
- Discuss idea impact and difficulty
- Map each idea on the matrix

WHAT NEXT

- Start with "quick wins" to gain buy-in
- Pull in leadership for "major projects"
- Work on "fill-ins" in between
- Discuss letting go of "hard slogs"



Standard 
Work



Creating a Standard Process

WHY

- Standardize outcomes
- Reduce process variations
- To use as a "cheat sheet" for process
- Visual of a detailed procedure

WHEN

- "Everyone does it differently"
- Handoffs aren't going smoothly
- Use for cross-training and job prep
- Continuous – it should be flexible

HOW

- List the high-level tasks
- Determine responsibility for each
- Write how to perform each task
- Note average time it should take

WHAT NEXT

- Keep it simple! (under 2 pages)
- Gain staff input
- Make sure team has easy access
- Continually review & update



PDSA



Plan Do Study Act

WHY

- Helps your team plan for change
- Keeps the change on a small scale
- Can make observations and adjust
- Planning to take action

WHEN

- After brainstorming & prioritization
- Before full-scale implementation
- When leadership is on board
- Any time you want to test an idea

HOW

- Plan how a change will be tested
- Do the change on a small scale
- Study the data collected
- Adapt, adopt, or abandon the change

WHAT NEXT

- Continue this process as needed
- Scale up toward full implementation
- Keep track of data and observations
- Continually monitor changes



Let’s 
Practice!
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NEXT STEPS



Design 
Thinking 
Continued

• Three-part design thinking process 
with a UNC “Design Thinking for 
Public Good” course

• Inspiration: Wednesday, March 9
• Ideation: Wednesday, April 13
• Implementation: Wednesday, April 20

• Sessions from 11:15 am -2:15 pm

• Focus on highlighting shared 
accreditation experiences across 
health departments

• Sign up here!

28



Quality 
Improvement 
Office Hours

• QI Office hours 9-10am EST
• Tuesday, March 8
• Tuesday, June 7

• See schedule and register
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https://nclhdaccreditation.unc.edu/full-calendar/training-calendar/


Develop 
Structures for 
Phase 3 
Revisions
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Leaving today, how are you feeling about Quality 
Improvement?

I got this! I’m ready to 
lead my team!

I’m pondering some 
exciting tools/ideas 
that I’d like to try!

Hmmm I think I’m 
starting to see how this 

might be useful

Help! I still don’t know 
where to start!



Thank you for 
being here!
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Thank you.

The North Carolina Local Health Department Accreditation 
Program is part of the North Carolina Institute for Public Health 
at the Gillings School of Global Public Health at the University of 
North Carolina at Chapel Hill.

Amy Belflower Thomas
NCLHDA Administrator
amy.b.thomas@unc.edu

Margaret Benson Nemitz
Strategic Approaches Coordinator
margaret.nemitz@unc.edu

Maggie Cremin
Accreditation Graduate Assistant
mcremin@unc.edu

Meredith Mastromauro
Program Manager, Population Health Improvement Partners
mmastromauro@improvepartners.org
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