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Hello and Welcome! 



Joy 

Gratitude 

Hope 

Awareness of abundance 

Deep satisfaction from serving others 



Welcome to IHI 



How was your day? 



Bryan Sexton 



In the past week, how many of you... 

Skipped a meal? 
Ate a poorly balanced meal? 
Worked an entire shift without any breaks? 
Changed personal/family plans because of work? 
Arrived home late from work? 
Drank too much coffee? 
Slept less than 5 hours in a night? 
– Over 40% of Americans regularly sleep less than 5 hours a night 

 2X as likely to die of heart disease 
 1.7X as likely to due of all causes (Cappoccino, 2007) 

Bryan Sexton 



Work in healthcare is… 

Physically demanding 

Emotionally draining 

Intellectually challenging 

 



Bryan Sexton 



Bryan Sexton 



Burnout Affects Patients 

More mistakes 

Less adherence to physician advice 

Less sympathy 

Less patient satisfaction 

Bryan Sexton 



The Challenge 
And yet, the need to 
innovate and improve has 
never been greater. 
We need new tools to 
improve quality at a lower 
cost  and to build strong 
relationships to foster joy. 

Population Health 

Experience of Care Per Capita Cost 





Radical Design Principles 
Design systems that expect and embrace change 
Change the balance of power 
Cultivate joy in work 
Make it easy 
Move knowledge, not people 
Cooperate and collaborate 
Assume abundance 
Return the money 

Berwick DM, Feeley D, Loehrer S. Change From the Inside Out: Health Care Leaders 
Taking the Helm. JAMA. Published online March 26, 2015. 
doi:10.1001/jama.2015.2830. 



Move Knowledge, Not People 

Hub-and-spoke knowledge-sharing networks, led by expert teams 
who use multi-point videoconferencing to conduct virtual clinics with 
community providers. Primary care doctors, nurses, and other 
clinicians learn to provide excellent specialty care to patients in their 
own communities. 
 
IHI is working with 20 Federally Qualified Health Centers across the 
US to use Project ECHO technology (video-teaching, coaching and 
mentoring) to improve flow in these clinics and to build improvement 
skills. 



Copyright 2013 Project ECHO® 

NEJM : 364: 23, June 9-2011, Arora S, Thornton K, Murata G  



Copyright 2013 Project ECHO® 

Treatment Outcomes 
Outcome ECHO UNMH P-value 

N=261 N=146 

Minority 68% 49% P<0.01 

SVR*  (Cure) 
Genotype 1 

50% 46% NS 

SVR* (Cure) 
Genotype 
2/3 

70% 71% NS 

*SVR=sustained viral response 

NEJM : 364: 23, June 9-2011, Arora S, Thornton K, Murata G  



Copyright 2013 Project ECHO® 

Successful Expansion into  
Multiple Diseases 

Mon Tue Wed Thurs Fri 
 

8-10 
a.m. 

Hepatitis C 
 

• Arora 
• Thornton 

Diabetes & 
Endocrinology 

 
• Bouchonville 

Geriatrics/ 
Dementia 

 
• Herman 

Palliative 
Care 

 
• Neale 

10-12 
a.m. 

Rheumatology 
 

• Bankhurst 

Chronic Pain 
 

• Katzman 

Integrated 
Addictions 

& Psychiatry 
 

• Komaromy 

Complex 
Care 

 
• Neale  

• Komaromy 

2-4  
p.m. 

HIV 
 

• Iandiorio  
• Thornton 

Prison Peer 
Educator 
Training 

 
• Thornton 

Women’s 
Health & 
Genomics 

 
• Curet 

 



Centering Pregnancy 

Boston Medical Center 





Norah 
Young woman from Boston – 24 weeks pregnant 
with her first child.  

Her husband is still back in Nigeria and she’s 
hoping he’ll be here for the birth.  

 



Centering Model 
Norah, like all the young women who participate in 
the group visit, takes her own vital signs, weighs 
herself, and enters all the info into her record.  

 
She shares the record with the physician and 
midwife – it’s flipped! – and then moves to the back 
of the room to be examined before the group portion 
of the visit begins.  
 
While the exams are conducted, there is a lot of 
chatter, a lot of questions asked and advice given, 
and a lot of relationship-building. 

 



What Matters to Norah 
“I’m very afraid of labor. I’m terrible with pain. I’m 
scared. I don’t think I’ll be able to do it.” The 
midwife said, “those of you who have had babies 
before, what advice do you have for Norah?” 
 
Relaxed 
Ice cubes 
Confidence 



Centering Results 
Reduced the risk of preterm birth by 33%1 

Reduces racial disparities for preterm births 
– Hispanic women in Centering demonstrated lower 

preterm birth rates than those in traditional care 
models (5% vs. 13%)2 

– Reduced the odds of preterm births by 41% in African 
American women3 

Nearly twice the number of Centering 
Healthcare participants breastfed (46%) than 
those in a comparison study (28%)4 

1Ickovics, et al. Obstetrics and Gynecology, 2007 
2Tandon, et al. J. Midwifery & Women’s Health, 2012 
3Ickovics, et al. 2007 
4J of Midwifery & Women’s Health, 2004 



Kendra 

From “What’s the matter?” to “What 
matters to you?” 





Barbara 
78 year old woman admitted to an NHS hospital after falling at home. 
Lived alone, but had frequent visits from carers and was mobile. 
Became withdrawn in hospital; medical staff considered 

antidepressants and a nursing home upon discharge. 
 

“What matters to me” displayed above her bed led to conversation: 
Lived in Rio de Janeiro for 42 years 
Spoke fluent Portuguese 
Had been in the Women’s Air Force 
Had an MBE (Member of the Most Excellent Order of the British 
Empire) 

 

The staff saw Barbara with all of her assets.  She began to work well 
with therapists, and was discharged to her own home. 
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Jos de Blok – The Netherlands 
Jos’s vision started in 2006 while 
working with community nurses 
 
Home care in the Netherlands 
had been fragmented with a 
system of paying by task and by 
hour 
 
Different tasks were performed 
by different levels of carers 



A New Model 
Different tasks performed by different carers 
might be perceived by a manager as an 
“efficiency” 
 
But the nurses saw something else – the 
fragmentation of patients 
 
So Jos developed a new model of care – he 
called it Buurtzorg (Dutch for “neighborhood 
care”) 



Buurtzorg – Neighborhood Care 
Skilled nurses working in teams of 12 or less, 
caring for everyone in a neighborhood of 10,000 
 
The teams function autonomously – they know 
what’s best for their patients and families 
 
It’s an organizational model without 
management or hierarchy, lowering overhead 
costs and generating savings that can be re-
applied to patient care 



Buurtzorg – Growing the Model 
It started with 4 nurses in 2006 
 
Now there are 8,000 nurses, providing 60% of 
the home care throughout the Netherlands 
 
8,000 nurses with a “back office” of only 45 staff 
 
Built not on “managing,” but on trust 
 
 



Buurtzorg – Results 
Better outcomes 
 
Highest satisfaction rates from patients anywhere in 
the country 
 
Average costs are 40% less than other home care 
organizations 
Indicating a potential national savings of €2B 
 

The model has flipped from the organization’s needs 
driving the structure to the patient’s needs and the 
nurses’ knowledge creating the structure 



Buurtzorg – Spreading Worldwide 



A Different View of the Netherlands 





100 Million Healthy Lives 

Early Years 

Bellin Health 

The Wonderful Company 

Chile 



100 Million Healthier Lives 



100M Lives Campaign 
Goals 

Learn together with our communities 
Accompany them on the journey 
Empower them with tools, capability and vision 
Remove the barriers from their path, 
Commit to achieving escape velocity through a deep spirit of collaboration.   

 
 

We invite you to partner with us in the Guiding Coalition for Health as we 
learn together how to support and empower 1000 communities and 100 
million people to improve health at scale across the world. 
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Early Years, 
Biggest Outcomes 



Issues in Scotland 
Community planning and 
single outcomes agreement 
Births = circa 58,000 pa 
Premature mortality 
Health inequalities 
Social inequality 
Pockets of poverty and 
deprivation 
Early Years experience has 
a substantial impact on 
outcomes 



Why Early Years?  
There is a 90-100% 
chance of 
development delays 
when children 
experience 6-7 risk 
factors 
3 to 1 odds of adult 
heart disease after 7-8 
adverse childhood 
experiences  



Power of Prevention 
“It is easier to build strong 
children than to repair 
broken men.”  
 
- Frederick Douglass 



Ambition – to make Scotland the best place 
in the world to grow up.  

Provide the 
leadership system to 
support quality 
improvement across 
the Early Years 
Collaborative 
 
 



Learning Sessions 



Involving Parents  





90% of children at Grassmarket Nursery 
School will receive a bedtime story 



“Now he wants to sit 
with me. 

He didn’t do that 
before, he just ran 

around...”  

“He wants me to do 
stuff with him like 
his garage. Now he 

takes my hand.” 

“He sits and 
cuddles in.  

He’s bonding with 
me. He is listening 

to me.” 

“He is starting to 
turn the pages by 
himself and he is 
noticing if I miss a 

page.” 

What they’re saying:  





Bellin Staff 
We lower 
employers’ 
health care 
spend… 
increasing 
savings 
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Savings 

We help 
employers 
create a 
healthier 
workforce… 
by 
increasing 
overall HRA 
scores. 68
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HRA 
Scores 

We help employers 
create a healthier 
workforce… by 
reducing the number 
of employees with 
high risk health 
conditions 
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Healthy Employees = Healthy 
Business 

Employers 



Accountable Care Organization  



Pioneer ACO PY1 (2012) 
Actual 

Target 

Savings 

Base 

Base 

$5.3M take home @ 70%)  

Final Numbers 

4.6% 



Community  





Learning from Chile… 



ASISTENCIA 

COND. SECUNDARIOS 

Children motivation Monthly incentive 

INTERVENCIONES 

Actions by the School 
Leadership Team 

Panel of attendance 

Chronic absenteeism address at parents’ 
meeting 

Text message when absent 

By weekly report. 

Transportation provision 

School 
absenteeism 
 
Aim: to reduce 
absenteeism 
by 20% 

Parents’ motivation 

COND.  PRIMARIOS 

School Director’s presence at parents 
meeting 

Parent ideas for solutions at parents 
meeting 

Parents diploma 

2013 strategies – Chronic absenteeism 

Personal interviews with parents 



 

 

 



 

 

 



  

Name 

Month 

Days missed over 
the last 2 weeks 

Number of days that the 
child with the best 

record of assistance 
has missed over the last 

2 weeks 
Reminder of 

‘chronic 
absenteeism’ 



OBESITY PREVENTION 
Plan & Do 

Goal:  To eliminate sugar-sweetened beverages and increase water consumption in preschool classrooms 

Sugar sweetened 
beverages 

Water consumption 



PDSA Health – Obesity prevention 
Classroom Centro Parvulario 

Plan & Do 
Goal:  To eliminate sugar-sweetened beverages and increase water consumption in preschool classrooms 

A P 
S D 

A P 
S D 

Ciclo 1: Make a pitcher of water & individual cups available to children.  

Ciclo 2: communicate to parents that juices and soda are no 
longer permitted – send home beverages sent to school 

Ciclo 3: Develop simple , child-centered measurement  





PDSA Health – Obesity prevention 
Classroom Centro Parvulario 

Plan & Do 
Goal:  To eliminate sugar-sweetened beverages and increase water consumption in preschool classrooms 

A P 
S D 

A P 
S D 

Ciclo 1: Make a pitcher of water & individual cups available to children.  

Ciclo 2: Communicate to parents that juices and soda are no 
longer permitted – send home beverages sent to school 

Ciclo 4: Serve water with lunch 

Ciclo 3: Develop simple, child-centered measurement  

Ciclo 5: Use plants to show scientific 
benefits to drinking water over soda 
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PDSA Health – Obesity prevention 
Classroom Centro Parvulario 

Plan & Do 
Goal:  To eliminate sugar-sweetened beverages and increase water consumption in preschool classrooms 

Sugar sweetened 
beverages 

Water consumption 





Three Good Things 



Find your joy 
“It’s never too late to be the person you might 
have been” 

 -George Eliot 
or “The best is yet to come” 
 

69 



Thank You! 

Maureen Bisognano 
President and CEO 
Institute for Healthcare Improvement 
20 University Road, 7th Floor 
Cambridge, MA 
mbisognano@ihi.org  

mailto:mbisognano@ihi.org
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