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Chat Function

Share questions, comments, and ideas

Click on the message bubble icon to 
access the chat

Send to Everyone



Humans Leading Humans: 
Human Centered 
Leadership is Making a 
Difference

What does it really 
take to create a 
culture of continuous 
improvement? 
Speaker: Dr. Amar ShahSpeaker: Wendy Campbell & 

Katey Knott from Trillium Health 
Partners

Check out 
Past QI 

Power Hour 
Sessions

saskhealthquality.ca/training-webinars/qi-power-hour-webinars



QI Power Hour is shared from 
across Saskatchewan…

Across Canada…

And around the world 



F R I D A Y ,  M A Y  2 3        9  a . m .  t o  1 0  a . m .  C S T

Advancing the Patient Medical Home 
Model in Rural Saskatchewan: 
Insights from a pilot project in Swift 
Current

J O I N  U S  N E X T  T I M E  F O R …

W i t h  D r .  C o r a l i e  D a r c i s  &  D r .  E m m e t t  H a r r i s o n



Join our QI Power Hour mailing list 
Receive notices about upcoming sessions and registration details 

straight to your inbox. 



Dr. Amar Shah is Consultant forensic psychiatrist & Chief 

Quality Officer at East London NHS Foundation Trust where 

he has embedded a large-scale quality improvement 

infrastructure and quality management system. He is also 

the first National Clinical Director for Improvement at NHS 

England where he leads the application of improvement 

across England’s health and care system, and the national 

improvement lead for mental health at the Royal College of 

Psychiatrists. 

Amongst several other titles, Dr. Shah is a talented national 

and international keynote speaker at healthcare 

conferences and has published over 50 peer-reviewed 

articles in the field of quality management.

Dr.  A ma r  S ha h



Joy in work

Prof Amar Shah
National clinical director for improvement, England

Chief Quality Officer, East London NHS FT
National improvement lead for mental health, Royal College of Psychiatrists









Activity/Flow: Water 
pouring out, work being 

done

Backlog: Level of water in the 
bath, the size of the queue

Demand: Water 
pouring in, work 

referred in

Capacity: Plug hole size, 
resource available





Critical Components for Ensuring a Joyful, Engaged Workforce
Interlocking responsibilities at all levels

Wellness & 
Resilience

Physical & 
Psychological 

Safety

Daily 
Improvement

Meaning & 
Purpose

Recognition
& Rewards

Autonomy
& Control

Participative 
Management

Happy
Healthy

Productive
People

Camaraderie
& Teamwork

Real Time
Measurement





Prasad et al. (2021) Prevalence and correlates of 
stress and burnout among U.S. healthcare 
workers during the COVID-19 pandemic: A 
national cross-sectional survey study. eClinical 
Medicine, Vol 35 (1 May 2021)





Workload

Loss of 
autonomy

Burnout













Clinically led

Accessibility

People participation

Collective, inclusive 
leadership

Effective team 
working



Prototyping…  2016-17

5 teams from 
different contexts

Co-designed the 
aim & theory of 

change

Tested different 
potential 
measures

Tested different 
data collection 

systems

Provided support 
from improvement 
advisor & sponsor



Aurelio M, Ballingall N, Chitewe 
A et al. Using quality 
improvement to deliver a 
systematic organisational 
approach to enjoying work in 
healthcare. British Journal of 
Healthcare Management. 2022. 
https://doi.org/10.12968/bjhc.2
022.0072



Identification of 
quality issue

Understanding 
the problem

Developing a 
strategy and 
change ideas

Testing 
Implementation 
& sustaining the 

gains

Commitment from team 
and leadership to 

participate

Teams volunteer to join the 
learning system



Identification of 
quality issue

Understanding 
the problem

Developing a 
strategy and 
change ideas

Testing 
Implementation 
& sustaining the 

gains

Appreciative inquiry to identify the strengths in 
the team. 

“What makes a good day?
“What are the pebbles in your shoe?”

Baseline data collection to understand variation





Pick something meaningful

Measure it regularly

Share the data to spark 
conversation and curiosity

Take action – develop ideas, 
and test
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2Subgroup = a minimum of 12 responses is required for each subgroup.
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Luton IAPT - P Chart
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EPCT North West Team - Run Chart
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Isle of Dogs - P Chart
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QI Team - P Chart
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Good day measure (All teams) - Run Chart
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2

No. of teams contributing to data point

EPCT South data until 20/11/17. 
Team leaves collaborative in Feb 18

Luton IAPT data until 11/12/17. 
Team leaves collaborative in Feb 18

0%
20%
40%
60%
80%

100%

1 
- 0

7/
08

/1
7

2 
- 1

0/
08

/1
7

3 
- 1

3/
08

/1
7

4 
- 1

6/
08

/1
7

5 
- 1

9/
08

/1
7

6 
- 2

2/
08

/1
7

7 
- 2

5/
08

/1
7

8 
- 2

8/
08

/1
7

9 
- 0

9/
12

/1
7

10
 - 

12
/1

2/
17

11
 - 

22
/1

2/
17

12
 - 

07
/0

2/
18

13
 - 

10
/0

2/
18

14
 - 

13
/0

2/
18

15
 - 

16
/0

2/
18

%
 M

os
tly

 Y
es

Millharbour Night Shift - Run Chart
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Millharbour Day Shift - Run Chart



Identification of 
quality issue

Understanding 
the problem

Developing a 
strategy and 
change ideas

Testing 
Implementation 
& sustaining the 

gains

Team develops its own driver diagram, 
and generates its own change ideas

Joins the learning system to enable 
sharing and connection with other teams 

doing this work



Supporting 
team health 

and wellbeing

Removing the 
pebbles in my 

shoe

Contributing to 
making things 

better

Reconnecting

Ask what would help, and respond

Reducing unnecessary meetings and work

Away days

Time together in person – for work, and to create camaraderie

Revisiting our purpose as a team; our purpose as individuals; 
how we’re perceived

Quality improvement – tackling the big, complex issues that 
need new ideas

Psychological safety to continually come up and test ideas to 
make life better for all

The essentials

Recruiting

Managing the demand

Basic stuff to work effectively – equipment, support, 
infrastructure, environment



Identification of 
quality issue

Understanding 
the problem

Developing a 
strategy and 
change ideas

Testing 
Implementation 
& sustaining the 

gains

Using the Model for Improvement and 
PDSA cycles to test ideas. 

Collecting data to see if they make a 
difference.

Making the work (data and changes) 
visible to all





Identification of 
quality issue

Understanding 
the problem

Developing a 
strategy and 
change ideas

Testing 
Implementation 
& sustaining the 

gains

New ideas that have been shown 
to work embedded into routine 

practice

Implementation steps using PDSA

Create visual management 
system and control system



18 Oct

26 July

15 Aug





#EnjoyingWork

To enhance staff wellbeing and create joy in work



#EnjoyingWork

Collected weekly
▶ Joy in work 
▶ Burnout 
▶ Recommending team as a place to 

work 

Outcome measures

Staff were also asked to complete two 
validated surveys at the start and end of 
the programme to measure staff burnout 
(Mini Z survey) and staff engagement 
(Gallup’s Q12 survey) 



#EnjoyingWork

How we worked with teams

Appreciative inquiry session to 
explore what matters to the 
staff and the team, and what 
contributes to good days at 

work

Nominal group technique 
to generate and select 

change ideas to test

Fortnightly project team 
meetings to support 

teams with their PDSAs 
and data collection

Bi-monthly learning sets, 
bringing teams together 

to share learning



#EnjoyingWork

Change ideas

Sharing appreciation e.g. positive 
feedback box; thank you boards

Time and space for reflection e.g. 
introducing reflective practice

Protected time to focus on wellbeing 
e.g. weekly wellbeing hour

Approximately 145 ideas tested
Common themes:

Making wellbeing business as usual e.g. 
discuss concerns in team meetings

Increasing connections within the team 
e.g. coffee roulettes; in person away days

Changing ways of working e.g. 
improving handover; communication 
tools



#EnjoyingWork

Enjoying work
% people who have enjoyed being at work frequently

26%

18% 50% 
improvement



#EnjoyingWork

Feelings of burnout
% people who experience no symptoms of burnout

33%

28%
24%

41% 
improvement



#EnjoyingWork

Recommending team as a place to work
% people who are extremely likely to recommend their 
team as a place to work (9 or 10 out of 10)

33%
27%31%

41%

38% 
improvement



#EnjoyingWork

Teams’ stories



Key learning points over the last 4 yearsKey learning…

It is possible to apply 
the systematic method 

of QI to joy in work

Measurement is a 
challenge

Importance of the 
whole team being part 

of the work



Individual

Team

Organisation

Whole system



Key learning points over the last 4 yearsKey learning…

It is possible to apply 
the systematic method 

of QI to joy in work

Measurement is a 
challenge

Importance of the 
whole team being part 

of the work

Role of leaders is even 
more critical (and 

exposed)

The change ideas are 
highly localised, but the 

process is scalable





Good Day Measure
% of staff reporting a good 

day



Key learning points over the last 4 yearsKey learning…

It is possible to apply 
the systematic method 

of QI to joy in work

Measurement is a 
challenge

Importance of the 
whole team being part 

of the work

Role of leaders is even 
more critical (and 

exposed)

The change ideas are 
highly localised, but the 

process is scalable

Doing this type of work 
entirely virtually is less 

joyful
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