
Implementing Continuous
Quality Improvement in

Health Care
A Global Casebook

Curtis P. McLaughlin, DBA
Professor Emeritus of Business Administration

Kenan-Flagler Business School
Senior Research Fellow Emeritus

Cecil B. Sheps Center for Health Services Research
University of North Carolina at Chapel Hill

Chapel Hill, North Carolina

Julie K. Johnson, MSPH, PhD
Associate Professor in the Faculty of Medicine

Deputy Director of the Centre for Clinical Governance Research
University of New South Wales

Sydney, NSW, Australia

William A. Sollecito, DrPH
Clinical Professor, Public Health Leadership Program
Director, Online Global Health Certificate Program

Gillings School of Global Public Health
University of North Carolina at Chapel Hill

Chapel Hill, North Carolina

95368_CH00_FM_i_xxii.pdf  4/1/11  11:21 AM  Page i

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Jones & Bartlett Learning books and products are available through most bookstores and
online booksellers. To contact Jones & Bartlett Learning directly, call 800-832-0034, fax
978-443-8000, or visit our website, www.jblearning.com.

Substantial discounts on bulk quantities of Jones & Bartlett Learning publications are avail-
able to corporations, professional associations, and other qualified organizations. For details
and specific discount information, contact the special sales department at Jones & Bartlett
Learning via the above contact information or send an email to specialsales@jblearning.com.

Copyright © 2012 by Jones & Bartlett Learning, LLC

All rights reserved. No part of the material protected by this copyright may be reproduced or
utilized in any form, electronic or mechanical, including photocopying, recording, or by any
information storage and retrieval system, without written permission from the copyright owner.

This publication is designed to provide accurate and authoritative information in regard to
the Subject Matter covered. It is sold with the understanding that the publisher is not
engaged in rendering legal, accounting, or other professional service. If legal advice or other
expert assistance is required, the service of a competent professional person should be sought. 

Production Credits

World Headquarters
Jones & Bartlett Learning
40 Tall Pine Drive
Sudbury, MA 01776
978-443-5000
info@jblearning.com
www.jblearning.com

Jones & Bartlett Learning 
Canada

6339 Ormindale Way
Mississauga, Ontario L5V 1J2
Canada

Jones & Bartlett Learning 
International

Barb House, Barb Mews
London W6 7PA
United Kingdom

Publisher: Michael Brown
Associate Editor: Maro Gartside
Editorial Assistant: Teresa Reilly
Production Assistant: Rebekah Linga
Senior Marketing Manager: Sophie Fleck
Manufacturing and Inventory Control 
Supervisor: Amy Bacus

Composition: Shepherd, Inc.
Cover Design: Scott Moden
Cover Image: ©gualtiero boffi/
ShutterStock, Inc.

Printing and Binding: Malloy, Inc.
Cover printing: Malloy, Inc.

Library of Congress Cataloging-in-Publication Data
McLaughlin, Curtis P.

Implementing continuous quality improvement in health care: a global casebook / Curt
McLaughlin, Julie K. Johnson, and William A. Sollecito.

p. ; cm.
Includes bibliographical references and index.
ISBN-13: 978-0-7637-9536-8 (pbk.)
ISBN-10: 0-7637-9536-4 (pbk.)
1. Medical care—Quality control—Case studies. 2. Total quality management—Case

studies. I. Johnson, Julie K. II. Sollecito, William A. III. Title. 
[DNLM: 1. Quality Assurance, Health Care—methods. 2. Delivery of Health Care—

organization & administration. 3. Organizational Case Studies. W 84.4]
RA399.A3M35 2012
362.1068—dc22

2010049156
6048

Printed in the United States of America
15 14 13 12 11  10 9 8 7 6 5 4 3 2 1

95368_CH00_FM_i_xxii.pdf  4/1/11  11:21 AM  Page ii

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Dedication

To our families, home academic institutions, and contributing colleagues
with many thanks.

iii

95368_CH00_FM_i_xxii.pdf  4/1/11  11:21 AM  Page iii

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



95368_CH00_FM_i_xxii.pdf  4/1/11  11:21 AM  Page iv

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Table of Contents

Preface  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . xii
Contributing Authors  . . . . . . . . . . . . . . . . . . . . . . xv
About the Authors . . . . . . . . . . . . . . . . . . . . . . . . . xx
Frequently Used Acronyms  . . . . . . . . . . . . . . . . . xxii

PART I—Continuous Quality Improvement Using Plan,
Do, Study/Check, Act (PDSA/PDCA) and
Quality-Improvement Tools  . . . . . . . . . . . . . . 1

Case 1 West Florida Regional Medical Center  . . . . . . . . . . 3
Curtis P. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 3
The HCA CQI Process  . . . . . . . . . . . . . . . . . . . . . . . 4
Four Examples of Teams . . . . . . . . . . . . . . . . . . . . . . 10
Looking Ahead  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 28
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 29
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . . 29
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 30

Case 2 Holtz Children’s Hospital: Reducing Central 
Line Infections  . . . . . . . . . . . . . . . . . . . . . . . . . . . 31
Gwenn E. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 31
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 39
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . . 40
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 40
Acknowledgments . . . . . . . . . . . . . . . . . . . . . . . . . . . 41

v

95368_CH00_FM_i_xxii.pdf  4/1/11  11:21 AM  Page v

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Case 3 Clemson’s Nursing Home: Working with the State
Quality Improvement Organization’s Restraint
Reduction Initiative  . . . . . . . . . . . . . . . . . . . . . . . 43
Franziska Rokoske, Jill A. McArdle, and Anna P. Schenck

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 43
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 55
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . . 56
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 56

Case 4 CQI for Malaria Control in Ghana  . . . . . . . . . . . 57
Irene A. Agyepong, William A. Sollecito, and Curtis P. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 57
Background  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 58
Concern about Malaria . . . . . . . . . . . . . . . . . . . . . . . 60
An Early Experiment with CQI in Ghana  . . . . . . . . 62
Describing, Assessing, and Comparing 

Management Systems  . . . . . . . . . . . . . . . . . . . . . . 71
Results  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 78
Design, Implementation, and Management 

of Processes for Malaria Control . . . . . . . . . . . . . . 79
Limitations of the Study . . . . . . . . . . . . . . . . . . . . . . 92
Is CQI a Viable Approach in Malaria Control?  . . . . 94
Conclusions and Recommendations 

of the Initial Study  . . . . . . . . . . . . . . . . . . . . . . . . 97
CQI Elsewhere in Ghana  . . . . . . . . . . . . . . . . . . . . 100
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 101
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 101
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 102
Acknowledgments . . . . . . . . . . . . . . . . . . . . . . . . . . 102

PART II—Organizing for Continuous Quality
Improvement  . . . . . . . . . . . . . . . . . . . . . . 103

Case 5 The Intermountain Way to Positively Impact 
Costs and Quality . . . . . . . . . . . . . . . . . . . . . . . . 105
Lucy A. Savitz

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 105
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 126

vi TABLE OF CONTENTS

95368_CH00_FM_i_xxii.pdf  4/1/11  11:21 AM  Page vi

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 131
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 131
Acknowledgments . . . . . . . . . . . . . . . . . . . . . . . . . . 132

Case 6 Planning a Transition  . . . . . . . . . . . . . . . . . . . . . 133
Gwenn E. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 133
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 137
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 138
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 138

Case 7 Dawn Valley Hospital: Selecting Quality 
Measures for the Hospital Board  . . . . . . . . . . . . 139
Joseph G. Van Matre, Karen E. Koch, and Curtis P. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 139
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 152
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 152
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 153

Case 8 Dr. Charles Bethe, DO, Network Medical 
Director  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 155
William Q. Judge and Curtis P. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 155
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 174
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 174
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 175

PART III—Educational and Social-Marketing
Applications in Continuous Quality
Improvement . . . . . . . . . . . . . . . . . . . . . . 177

Case 9 Forthright Medical Center: Social Marketing 
and the Surgical Checklist  . . . . . . . . . . . . . . . . . 179
Carol E. Breland

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 179
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 186
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 186
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 187

T A B L E O F C O N T E N T S vii

95368_CH00_FM_i_xxii.pdf  4/1/11  2:33 PM  Page vii

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Case 10 Prince Court Medical Centre: A Private Malaysian 
Healthcare Institution Prepares for a Pandemic 
of Influenza A (H1N1)  . . . . . . . . . . . . . . . . . . . 189
Roswitha M. Wolfram

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 189
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 207
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 208
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 208

Case 11 Financial Analysis and Quality Management in
Patriot County, Ohio  . . . . . . . . . . . . . . . . . . . . . 209
Cheryll D. Lesneski

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 209
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 226
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 227
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 227

Case 12 Quality in Pediatric Subspecialty Care  . . . . . . . . 229
William A. Sollecito, Peter A. Margolis, Paul V. Miles, 
Robert Perelman, and Richard B. Colletti

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 229
Background  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 231
Components . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 231
Organizational Structure  . . . . . . . . . . . . . . . . . . . . 233
An Incremental Approach . . . . . . . . . . . . . . . . . . . . 237
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 240
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 241
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 241

PART IV—Assessment, Incentives, and Regulation  . . 243
Case 13 The Folic Acid Fortification Decision Bounces

Around the World . . . . . . . . . . . . . . . . . . . . . . . . 245
Curtis P. McLaughlin and Craig D. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 245
Technical Background  . . . . . . . . . . . . . . . . . . . . . . 246
Alternatives . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 248
Support Builds  . . . . . . . . . . . . . . . . . . . . . . . . . . . . 249

viii TABLE OF CONTENTS

95368_CH00_FM_i_xxii.pdf  4/1/11  11:21 AM  Page viii

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Public Recommendation Changes  . . . . . . . . . . . . . 249
Cost–Benefit Analysis  . . . . . . . . . . . . . . . . . . . . . . . 250
The Results Come In  . . . . . . . . . . . . . . . . . . . . . . . 251
The New U.S. Economic Study  . . . . . . . . . . . . . . . 253
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 256
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 257
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 258

Case 14 Continuing Improvement for the National Health
Service Quality and Outcomes Framework  . . . . 259
Curtis P. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 259
The Indicators  . . . . . . . . . . . . . . . . . . . . . . . . . . . . 260
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 271
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 272
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 272

Case 15 North Carolina Local Health Department 
Accreditation Program  . . . . . . . . . . . . . . . . . . . . 273
David Stone and Mary V. Davis

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 273
Background  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 274
Why Accreditation in North Carolina? . . . . . . . . . . 276
Program Structure and Design  . . . . . . . . . . . . . . . . 278
Accreditation Program Status  . . . . . . . . . . . . . . . . . 290
Link between Quality Improvement 

and Accreditation  . . . . . . . . . . . . . . . . . . . . . . . . 296
National Voluntary Accreditation  . . . . . . . . . . . . . . 298
Program Sustainability  . . . . . . . . . . . . . . . . . . . . . . 300
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 300
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 301
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 302

Case 16 The Lewis Blackman Hospital Patient Safety Act: 
It’s Hard to Kill a Healthy 15-Year-Old  . . . . . . . 303
Julie K. Johnson, Helen Haskell, and Paul Barach

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 303
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 312

T A B L E O F C O N T E N T S ix

95368_CH00_FM_i_xxii.pdf  4/1/11  2:33 PM  Page ix

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 312
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 312

Case 17 Elk Hills Community Medical Center: 
Revisiting the Baldrige Award  . . . . . . . . . . . . . . 313
Curtis P. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 313
Baldrige Revisited  . . . . . . . . . . . . . . . . . . . . . . . . . . 314
Successful Applications  . . . . . . . . . . . . . . . . . . . . . . 319
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 321
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 321
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 322

PART V—Process Improvement Research  . . . . . . . . 323
Case 18 Stents vs. Bypass: Expanding the Evidence Base  . . 325

Curtis P. McLaughlin and Craig D. McLaughlin

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 325
Holding Off on Stents  . . . . . . . . . . . . . . . . . . . . . . 327
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 330
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 330
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 331

Case 19 Cal Mason, COO, Metro Children’s Hospital:
Planned Experimentation in CQI . . . . . . . . . . . . 333
Lloyd P. Provost

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 333
The Improvement Project . . . . . . . . . . . . . . . . . . . . 334
Designing the Study  . . . . . . . . . . . . . . . . . . . . . . . . 338
Conducting the Factorial Experiment . . . . . . . . . . . 341
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 347
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 347
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 348
Acknowledgments . . . . . . . . . . . . . . . . . . . . . . . . . . 348

x TABLE OF CONTENTS

95368_CH00_FM_i_xxii.pdf  4/1/11  2:33 PM  Page x

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



Case 20 The Houston Medical Center Bed Tower: 
Quality and the Built Environment  . . . . . . . . . . 349
Debajyoti Pati, Thomas E. Harvey Jr., and Paul Barach

Introduction  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 349
The Role of the Built Environment in Quality 

and Safety . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 350
The Effect of Design on the Care Process . . . . . . . . 352
Potential Solutions through Design  . . . . . . . . . . . . 353
Case Analysis  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 361
Assignment Questions  . . . . . . . . . . . . . . . . . . . . . . 361
Class Exercise  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 362
Acknowledgments . . . . . . . . . . . . . . . . . . . . . . . . . . 362

References  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 363
Index  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . . 371

T A B L E O F C O N T E N T S xi

95368_CH00_FM_i_xxii.pdf  4/1/11  11:21 AM  Page xi

© Jones & Bartlett Learning, LLC. NOT FOR SALE OR DISTRIBUTION



xii

Preface

This book has its origins in the first three editions of Curtis P. McLaugh-
lin and Arnold D. Kaluzny’s Continuous Quality Improvement in Health
Care. Each edition contained a number of cases under the “illustrations”
rubric. However, when we began considering the fourth edition, it was
clear that the book would be too long if it included the cases. The field of
quality improvement has experienced an evolution across multiple fields,
within and outside health care, and geographically as well. It has grown
by leaps and bounds, and a single textbook cannot continue to fully
address all the relevant issues. So in discussions with our publisher at
Jones & Bartlett Learning, Mike Brown, we suggested two independent
yet coordinated books. Furthermore, we realized that one could develop
a much more robust educational experience centered on cases, if given the
opportunity. We have split the teaching material into two volumes so the
case approach stands on its own for those instructors who want more of
a case approach, or it can be used in tandem with the fourth edition of
Continuous Quality Improvement in Health Care. The cases are intended
to be the basis for classroom discussion and not a judgment of either good
or bad management. They have been selected to show an aspect of qual-
ity improvement in health care in the current environment. Each case has
a section called “Case Analysis” that explains the primary themes and our
pedagogical intentions for its use.

One new aspect of these cases is that some take place outside the
United States, just as continuous quality improvement started in the
United States, flourished in Japanese manufacturing, and has now moved
around the world in all economic sectors. Increasingly, we have seen that
the application of continuous quality improvement is driven by the fun-
ders of health care, whether they are national health insurance schemes,
employers, or government administrations. In the developing world,
donor agencies have been drivers as well. These efforts have generated a
“quality-in-health-care industry” with its own vendors, evaluators, think
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tanks, agencies, and gurus. These are also linked to the current support
for expanded investments in information technology, especially electronic
health records, and pay-for-performance systems. 

We have watched this field evolve for two decades now and the litera-
ture related to quality improvement has grown exponentially. The book’s
initial case features Paul Batalden’s pioneering work at HCA. From
Lucian Leape’s seminal publication on medical error in 1994 through the
Institute of Medicine reports on quality and safety opportunities and
more pioneering by Wennberg and Batalden at Dartmouth, Berwick at
Harvard, and James at Intermountain Healthcare, we have witnessed
more interest, more disciples, even more interest, and more activity. The
next generation of quality czars and czarinas are on the way. The trick will
be to be able to stick with approaches that are simple, effective, and par-
ticipatory, instead of professionalized and ritualistic, with an emphasis on
the philosophy as well as the processes of quality improvement.

STRUCTURE

The book is organized into five parts, each with a central theme. The allo-
cation of cases to each part has been based on a pedagogical purpose, but
most cases can easily service multiple purposes. For example, Case 3
about Clemson’s Nursing Home was placed in Part I because it illustrates
the application of basic continuous quality improvement tools in the
workshop it describes. It might just as easily have gone into Part III
because it involves an educational intervention by the state’s Quality
Improvement Organization or in Part IV on assessment, incentives, and
regulation because the intervention was triggered by an assessment based
on data mining of the mandated reporting of restraint use in the Mini-
mum Data Set for nursing homes receiving payments through Medicare
or Medicaid. Similarly, Case 4 about CQI in the malaria program of
Ghana went into Part I because it fully describes the effort there using
tools such as flowcharts and fishbone diagrams to plan interventions in a
number of district programs. However, it could certainly have gone into
Part V because the interventions were part of a research project looking in
a very preliminary way at the potential of using CQI in Ghana. 

Each case is accompanied by three aids: (1) a case analysis, which is
written by the editors to prompt your thinking about one or more salient

P R E F A C E xiii
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points for analyzing the case; (2) assignment questions; and (3) a class
exercise, which encourages further digging into the topic that the instruc-
tor may or may not assign. Usually the latter exercise can be accomplished
on the Web. Completing the case studies along with the relevant chapters
in the textbook will provide the student with a rich educational overview
of the theory of quality improvement and its local application.

GLOBALIZATION

Four cases have a major international component. They introduce issues
of limited resource availability and brain drain of health professionals in
many countries. They also deal with evidence-based decision making in
single-payer systems. Cultural and political differences become evident in
these cases in various ways. Differences include the use of quality adjusted
life years in the United Kingdom, religious preferences, medical tourism,
and the potential clashes between continuous quality improvement and
the trickle-down management philosophies of many health sector bureau-
cracies. For resource-poor countries with a large presence of external char-
itable or government-to-government donors with their own concepts of
continuous improvement, there are also issues of national autonomy and
reasonably expected responsiveness.

FEEDBACK TO THE AUTHORS 

As always, we welcome your feedback about the book so that it can be
improved in subsequent printings or editions. We suggest that you
address your queries or suggestions to Dr. Sollecito at the University of
North Carolina at Chapel Hill, Gillings School of Global Public Health. 

Curtis P. McLaughlin
Julie K. Johnson

William A. Sollecito
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Frequently Used
Acronyms

AHRQ Agency for Healthcare Research and Quality (USA)
ALOS Average Length of Stay
CDC Centers for Disease Control and Prevention (USA)
CMS Centers for Medicare and Medicaid Services (USA)
CPOE Computerized Physician Order Entry
CQI Continuous Quality Improvement
DHHS Department of Health and Human Services (USA)
ETOH Ethanol
FQHC Federally Qualified Health Centers
HCFA Health Care Financing Administration, now 

known as CMS (USA)
IHI Institute for Healthcare Improvement (USA)
IOM Institute of Medicine (USA)
ITN Insecticide Treated Nets
JIT Just in Time
KQC Key Quality
MOH Ministry of Health
NCQA National Committee for Quality Assurance
NHS National Health Service (UK)
NHSN National Healthcare Safety Network
NICE National Institute for Health and Clinical 

Excellence (UK)
O&G Obstetrics and Gynecology
OPD Outpatient Department
PDSA Plan Do Study Act
QI Quality Improvement
QIO Quality Improvement Organization
STG Staff Training Guide (Ghana)
TQM Total Quality Management
WHO World Health Organization
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