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Note: Each new GOAL (1st Fundamental Question) will require a new Model for Improvement Guide 



Brisbane South PHN 

Page | 2 

Model for improvement and PDSA worksheet template 

Step 1: The thinking part - The 3 fundamental questions 

Practice name:  Date: 

Team member: 

Q1. What are we trying to accomplish?                                                                                                  (Goal) 

By answering this question, you will develop your GOAL for improvement 

 

Q2. How will I know that a change is an improvement?                                                                  (Measure) 

By answering this question, you will develop MEASURES to track the achievement of your goal. 
E.g. Track baseline measurement and compare results at the end of the improvement. 

 

Q3. What changes could we make that will lead to an improvement?                      (List your IDEAS) 

By answering this question, you will develop the IDEAS that you can test to achieve your CHANGE goal. 
You may wish to BRAINSTORM ideas with members of our practice team. 

Idea: 
 
 
 
Idea: 
 
 
 
Idea: 
 
 
 
Idea: 
 
 
 

Note: Each new GOAL (1st Fundamental Question) will require a new Model for Improvement plan. 
Source: Langley, G., Nolan, K., Nolan, T., Norman, C. & Provost, L. 1996, The Improvement Guide, Jossey-Bass, San Francisco, USA. 
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Model for improvement and PDSA worksheet template 
Step 2: The doing part - plan, do, study, act cycle 
You will have noted your IDEAS for testing when you answered the 3rd fundamental question in step 1. 
You will use this sheet to test an idea. 

PLAN Describe the brainstorm idea you are planning to work on.                           (Idea) 

Plan the test, 
including a plan for 
collecting data 

What exactly will you do? Include what, who, when, where, predictions and data to be 
collected. 

 

DO Who is going to do what?                                                                            (Action) 

Run the test on a 
small scale 

How will you measure the outcome of your change? 
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STUDY Does the data show a change?                                                                       (Reflection)   

Analyse the results 
and compare them 
to your predictions 

Was the plan executed successfully?                                                    
Did you encounter any problems or difficulty? 

 

ACT 
Do you need to make changes to your original plan?                          (What next) 
OR Did everything go well?  

Based on what you 
learned from the 
test, plan for your 
next step 

If this idea was successful you may like to implement this change on a larger scale or try 
something new. 
If the idea did not meet its overall goal, consider why not and identify what can be done 
to improve performance.  

 

Repeat step 2 for other ideas - What idea will you test next? 
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	Q1: Our goal is to: - Support the adoption of telehealth video consultations in the 'business as usual' workflowOur Specific, Measurable, Attainable, Relevant, and Time-Bound (S.M.A.R.T) goal is to: - Increase the percentage of telehealth consultations that are performed via video consults by 10% by 3 July 2020
	Practice name: Test Practice
	Date: 15/06/2020
	Team member: 
	Q2: We will identify current MBS item billing for video consults as the baseline measure. Each week, we will track the MBS item billing for video consults. At the end of the project, we will review the change in video consultation billing over time. The data will be pulled via CAT4.MBS item number reference: http://www.mbsonline.gov.au/internet/mbsonline/publishing.nsf/Content/news-2020-03-29-latest-news-March
	Idea 1: (i) Contact Brisbane South PHN to assist with Healthdirect video conferencing software adoption(ii) Redesign patient appointment booking workflow 
	Idea 2: (iii) Develop a quick reference guide for staff with information on how to conduct a consult via video platform, the consent process and an explanation for patients 
	Idea 3: (iv) Communicate availability of telehealth video consults to patients via all platforms (v) Train ALL staff on changes.
	Idea 4: (vi) Encourage all staff to advise patients of availability of telehealth video consults.
	step 2 - plan: Idea: (ii) Redesign patient appointment booking workflow What: Practice Manager and nominated receptionist to review video consult resources and update appointment booking workflow. Receptionists to implement new workflow across a 2 week period. Receptionists to provide feedback via 'Happy or Not' survey.When: 15 - 30 June 2020Prediction: Redesigning the appointment booking workflow will increase the proportion of Healthdirect video consults conducted across the two weeks.Data to be collected: Total number of patients who book an appointment across the two weeks. Number of video consult MBS items billed across two weeks via CAT 4 . Receptionists to provide feedback on new workflow via 'Happy or not survey'.
	step 2 - do: Completed 15 June 2020 -  Practice Manager and nominated receptionist reviewed literature on telehealth: - https://www.racgp.org.au/running-a-practice/technology/clinical-technology/telehealth  - https://trainitmedical.com.au/coronavirus-covid-19/  - https://www.agpal.com.au/telehealth-webinar-for-general-practices/ https://www.racgp.org.au/FSDEDEV/media/documents/Clinical20Resources/Guidelines/Telephone-and-video-consultations-in-general-practice-Flowcharts.pdfCompleted 17 June 2020 - Practice manager and nominated receptionist drafted workflow including: changing hold message to offer video consultations as well as key benefits; updating online booking system to offer video consultations; developing FAQs for reception staff; sending quick start guides to patients (e.g. https://trainitmedical.com.au/wp-content/uploads/2020/05/5-Telehealth-tips-for-patients-flyer-Practice-Coach-v03.pdf AND https://www.racgp.org.au/FSDEDEV/media/documents/Running%20a%20practice/Technology/Telehealth/). Workflow document was printed beside each reception desk and all reception staff reviewed workflow.Completed between 18-30 June 2020 - New workflow was implemented across 2 weeks. MBS billing for video consults were tracked across each week. 
	step 2 - study: - Staff feedback showed that 80% of reception staff were happy with new workflow. Workflow was clear and easy to follow. - Hold message provided quick benefits of healthdirect video consults and availability to all patients- Receptionists verified patient details and offered healthdirect video consult again if patient had not asked. - FAQs and general messaging was provided to receptionists. - Patients were offered fact sheet on practice website following video consult booking. - Online booking platform included an option to select video consults and link to fact sheet on practice website. Within the two weeks, 20 patients took up (and were billed for) video consults indicating that an increased promotion of video consults contributes to an increase in appointment bookings for video consults.  
	step 2 - act: 1. If Healthdirect video consultation is successful consider developing a practice a plan for incorporating video consultation into business as usual. The practice will consider which consultations might be appropriate for video consult instead of face to face consultation.2. Practice to consider acquiring patient feedback on experience with video consults versus face-to-face consults. 3. Practice to design communication plan to explain video consultation and promote its availability to patients.4. Practice will also consider adopting e-prescribing: https://bsphn.org.au/covid-19/supporting-primary-health-workers/clinical-management/ 


