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Preface
Alice in Wonderland provides a window into a world that is confusing, often viewed as nonsensical, 
where language and terminology are not clear; where characters change forms and their identities 
are uncertain; and where time is not always based on reality. One of the main characters, the Red 
Queen, makes it clear that you cannot expect to improve if you allow the status quo to continue. 
Alice, the main character, struggles in this world to find her way, as if in a maze, not knowing where 
to go or what her destination may be. Alice is full of questions as she tries to make Wonderland 
clearer to herself and engage others in Wonderland. She does discover that to be shown something 
improves her understanding. “What is the use of a book,” thought Alice, “without pictures and 
conversation.” Alice also comments on change, “How puzzling all these changes are! I’m never sure 
what I’m going to be, from one minute to another.”

Why have I chosen to use Alice in Wonderland to introduce this preface and also each section 
in the text? The world of health care and quality improvement is also confusing; language and 
terminology, roles and responsibilities, functions, quality improvement process and measure-
ment, and many other elements are not always clear. Trying to understand the system and quality 
improvement takes effort and comes with frustration. You need to ask questions and seek out 
information, information that changes and expands your knowledge. Quality improvement itself 
is based on change—data and measurement. If we want to provide quality care, however, it is clear 
we cannot continue with the status quo. You will be entering a maze of information about quality 
improvement, which at times is confusing and at other times makes perfect sense. As a nurse, you 
must engage as Alice did in the journey to reach the goal.

As is typically the case when a nurse feels motivated to write a textbook, I was driven by the 
desire to provide resources for students to expand learning opportunities. This desire is influenced 
by my clinical and teaching experiences. Specifically, I sensed the need to help guide efforts toward 
quality improvement in nursing. As described in the text, the quality of health care in the United 
States has been the subject of intense scrutiny. For example, in May 2016, a study noted that if 
errors were considered in the listing of causes of death, they would be the third most common 
cause of death in the United States (Makary & Daniel, 2016). This statistic represents one example 
of many supporting the need for quality improvement.

In exploring the specifics of quality improvement, it is important to understand the national 
view of healthcare quality, which is fairly new and has been strongly influenced by the Institute of 
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Medicine’s Quality Chasm reports. Quality improvement is related to change, but not all change 
is improvement. Knowledge is very important to improvement, but not all knowledge leads to 
improvement. We need more than knowledge about quality improvement; we must take actions 
and implement effective changes. The complexity of improvement is one of the difficulties we have 
in health care, and this complexity is compounded by both the complex healthcare system and the 
complexity of health problems and treatment for individual patients. None of these challenges, 
however, should be used as excuses to avoid what must be done: improve care daily, one patient at 
a time and throughout the system, whether that be within the healthcare delivery system, within 
an individual healthcare organization, or at the local, state, national, or even global level. To ac-
complish this goal requires a clear, effective framework that provides direction for planning and 
implementation of continuous quality improvement (CQI). Nurses must be prepared to participate 
in all settings and positions to engage in CQI, demonstrating leadership. As Kennedy (2016) states, 
“A Culture of Safety begins with us. We need to follow the evidence and own up to our role” (p. 7).

This text is divided into 3 sections and 12 chapters. Section I covers Chapters 1–4. This initial 
content focuses on healthcare quality perspectives. The chapters consider the attributes of quality 
care and factors that influence it, such as ethical and legal concerns, accreditation, standards, edu-
cation, professional concerns, and change. Section II includes Chapters 5–10, focusing on planning 
and measurement to meet CQI outcomes. The final section, Section III, includes Chapters 11 and 
12 and covers the last phase of the quality improvement process, preventing quality problems or 
responding to problems based on measurement. In conclusion, Chapter 12 discusses the need for 
nursing engagement and effective leadership in CQI.

Each chapter begins with Chapter Objectives, a Chapter Outline, and Key Terms relevant to 
chapter content. Following the chapter conclusions, the end of chapter content, Apply CQI, includes 
the following resources and activities for additional student learning:

■■ Chapter Highlights identifies some of the key points in the chapter content.
■■ Critical Thinking and Clinical Reasoning and Judgment provides opportunities for students 
to examine more of the content by completing individual and team activities, including 
written assignments, development of presentations and visuals, and discussion in class or 
online.

■■ Connect to Current Information identifies web links related to some of the chapter 
content—for example, government sites and healthcare profession organizations.

■■ EBP, EBM, and Quality Improvement: Exemplar provides a citation for a reference that 
explores evidence-based practice (EBP), evidence-based medicine (EBM), and quality 
improvement. It then poses questions about the reference to consider.

■■ Evolving Case Study is a case scenario focused on CQI with questions to consider.
■■ References identify references used to develop the chapter content.

Chapters include figures, exhibits, and tables to provide additional data and information  
supporting chapter content. Chapters also include Stop and Consider boxes, which highlight  
important thoughts relating to the content. As the student reads the chapter, he or she should stop 

Preface  v
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and consider the statement in relation to the content and personal views. Finally, two appendices 
are included at the end of the text:

■■ Appendix A: Examples of Affordable Care Act of 2010 Provisions Related to Quality Care
■■ Appendix B: Examples of Major Healthcare Organizations and Agencies, Governmental 
and Nongovernmental, Related to Quality Improvement

References
Carroll, L. (1865). Alice’s Adventures in Wonderland. London: Macmillan Publishing.
Kennedy, M. (2016). A Culture of Safety starts with us. AJN, 116(5), 7.
Makary, M., & Daniel, M. (2016). Medical error—the third leading cause of death in the U.S. BMJ, (May 3). Retrieved 

from http://www.bmj.com/content/353/bmj.i2139/rr-40

vi  Preface

9781284124767_FM.indd   6 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.



Acknowledgments	 iii

Preface		  iv

Section  I	 Healthcare Quality Perspectives	 1

Chapter 1	 Healthcare Quality	 3
Chapter Objectives	 3

Outline	 3

Introduction	 4

Healthcare Quality in the United States	 4

Status of Healthcare Quality	 20

 The Vision of Healthcare Quality	 25

 Value and Cost	 32

Healthcare Reform and Quality Improvement:  
Affordable Care Act of 2010	 36

An Important Step Toward Improvement:  
National Quality Strategy	 39

Introduction to Leadership, Interprofessional Teamwork,  
and Nursing Responsibility for CQI	 43

Conclusions	 45

Apply CQI	 46

Chapter Highlights	 46

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 47

Contents

9781284124767_FM.indd   7 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.



Connect to Current Information	 47

EBP, EBM, and Quality Improvement: Exemplar	 48

References	 48

Chapter 2	 Quality Improvement: Ethics, Standards, Regulatory, 
Accreditation, and Legal Issues	 53
Chapter Objectives	 53

Outline	 53

Introduction	 54

Ethical Concerns	 54

Standards and Quality Improvement	 61

Government Standards, Legislation, and Regulations	 62

Accreditation	 65

Legal Issues	 69

Conclusions	 70

Apply CQI	 71

Chapter Highlights	 71

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 71

Connect to Current Information	 72

EBP, EBM and Quality Improvement: Exemplar	 72

References	 73

Chapter 3	 Healthcare Professions Core Competencies 
to Improve Care	 77
Chapter Objectives	 77

Outline	 77

Key Terms	 76

Introduction	 78

Health Professions: A Bridge to Quality	 78

Quality and Safety Education for Nurses	 90

Education to Improve Quality of Care	 92

viii  Contents

9781284124767_FM.indd   8 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.



Conclusions	 100

Apply CQI	 101

Chapter Highlights	 101

Critical Thinking and Clinical Reasoning and Judgment: 
Discussion Questions and Learning Activities	 101

Connect to Current Information	 102

EBP, EBM, and Quality Improvement: Exemplar	 102

References	 103

Chapter 4	 Change and Healthcare Delivery	 107
Chapter Objectives	 107

Outline	 107

Introduction	 108

Change: An Ongoing Experience in Healthcare Delivery 
and Quality Improvement	 108

Stakeholders	 116

The Change Process	 117

Barriers to Change and Strategies to Prevent  
or Overcome Barriers	 125

Examples of Methods to Assess and Describe  
the Need for Change and Develop Solutions	 130

Examples of Methods Used to Describe Planning for Change	 134

Conclusions	 134

Apply CQI	 135

Chapter Highlights	 135

Critical Thinking and Clinical Reasoning and Judgment: 
Discussion Questions and Learning Activities	 136

Connect to Current Information	 136

EBP, EBM and Quality Improvement: Exemplar	 137

References	 138

Contents  ix

9781284124767_FM.indd   9 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.



Section II	U nderstanding the Healthcare  
Environment to Improve Care	 141

Chapter 5	 Entering the Quality Improvement World	 143
Chapter Objectives	 143

Outline	 143

Introduction	 144

Creating a Vision of Quality Care: Theories, Models,  
and Approaches	 144

The Blame Culture and Its Impact	 157

Culture of Safety	 159

Conclusions	 167

Apply CQI	 167

Chapter Highlights	 167

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 167

Connect to Current Information	 167

EBP, EBM, and Quality Improvement: Exemplar	 169

References	 170

Chapter 6	 Patient and Family Engagement in 
Quality Improvement	 175
Chapter Objectives	 175

Outline	 175

Introduction	 176

Patient-Centered Care Supports Patient/Family  
Engagement in CQI	 176

Reimbursement, the Patient, and CQI	 184

Patient, Family, and Staff Responses to a Patient/Family  
Quality Improvement Role	 185

Methods to Increase Patient/Family Engagement in CQI	 189

Technology to Support Patient Engagement	 196

Monitoring and Measuring Patient Satisfaction and  
Patient-Centered Care	 198

Examples of Patient-Centered Initiatives	 200

x  Contents

9781284124767_FM.indd   10 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.



Conclusions	 204

Apply CQI	 204

Chapter Highlights	 204

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 205

Connect to Current Information	 205

EBP, EBM, and Quality Improvement: Exemplar	 206

References	 207

Chapter 7	 Quality and Safety: Basic Understanding	 211
Chapter Objectives	 211

Outline	 211

Introduction	 212

Understanding Errors	 212

Staffing Levels, Workloads, and Outcomes	 229

Frontline Safety	 232

Human Factors and Quality	 234

Workplace Safety	 243

Conclusions	 247

Apply CQI	 247

Chapter Highlights	 247

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 248

Connect to Current Information	 248

EBP, EBM, and Quality Improvement: Exemplar	 248

References	 250

Chapter 8	 Setting the Stage for Quality Improvement	 257
Chapter Objectives	 257

Outline	 257

Introduction	 258

Impact of Fragmentation of Care and Variation in Care	 258

Surveillance	 260

Contents  xi

9781284124767_FM.indd   11 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.



Examples of High-Risk Situations for Errors  
and Reduced Quality Care	 261

Examples of Two Major National Initiatives Focused  
on Potential Risks of Inadequate Quality Care	 287

Conclusions	 301

Apply CQI	 301

Chapter Highlights	 301

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 302

Connect to Current Information	 302

EBP, EBM, and Quality Improvement: Exemplar	 303

References	 304

Chapter 9	 The Quality Improvement Plan	 311
Chapter Objectives	 311

Outline	 311

Introduction	 312

Quality Improvement Program: Structure to Support CQI	 312

Purpose of the Quality Improvement Program and Planning	 313

Planning and Implementation	 314

Conclusions	 323

Apply CQI	 323

Chapter Highlights	 323

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 323

Connect to Current Information	 323

EBP, EBM, and Quality Improvement: Exemplar	 324

References	 324

Chapter 10	 A Toolbox to Monitor, Measure,  
and Analyze Care Quality	 327
Chapter Objectives	 327

Outline	 327

Introduction	 328

Measurement	 328

xii  Contents

9781284124767_FM.indd   12 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.



Monitoring Care Quality	 341

Analysis of Care Quality	 359

Multiple Roles of Nurses in Quality Improvement:  
Monitoring, Collecting Data, and Analyzing	 376

Conclusions	 378

Apply CQI	 378

Chapter Highlights	 378

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 379

Connect to Current Information	 379

EBP, EBM, and Quality Improvement: Exemplar	 380

References	 381

Section III	E nsuring the Healthcare Environment  
Is Focused on Quality	 387

Chapter 11	 Creating and Sustaining Quality Care:  
Prevention of Quality Care Problems	 389
Chapter Objectives	 389

Outline	 389

Introduction	 390

Examples of Methods to Prevent or Reduce Quality  
Care Problems	 390

Teams	 411

Technology and Informatics	 423

Multiple Roles of Nurses in Preventing or Reducing  
Quality Care Problems	 442

Conclusions	 447

Apply CQI	 447

Chapter Highlights	 447

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 448

Connect to Current Information	 448

EBP, EBM, and Quality Improvement: Exemplar	 449

References	 450

Contents  xiii

9781284124767_FM.indd   13 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.



Chapter 12	 Nursing Leadership for Quality Improvement	 457
Chapter Objectives	 457

Outline	 457

Introduction	 458

Progress Toward Meeting The Future of Nursing:  
Leading Change, Advancing Health Recommendations	 458

Transformational Leadership	 466

Decision-Making	 471

Communication: Impact on Leadership in Quality Care	 476

Leadership: Ensuring That Staff Are Up to Date and  
Engaged in Quality Care Status	 476

Nursing Leadership and CQI	 477

Examples of Nursing Initiatives to Improve Care	 482

Conclusions	 486

Apply CQI	 487

Chapter Highlights	 487

Critical Thinking and Clinical Reasoning and Judgment:  
Discussion Questions and Learning Activities	 488

Connect to Current Information	 489

EBP, EBM, and Quality Improvement: Exemplar	 490

References	 491

APPENDIX		  495
Appendix A	 495

Examples of Affordable Care Act of 2010 Provisions  
Related to Quality Care

Appendix B 	 497

Examples of Major Healthcare Organizations and Agencies, 
Governmental and Nongovernmental, Related to Quality 
Improvement 

INDEX		  501

xiv  Contents

9781284124767_FM.indd   14 14/12/16   6:18 pm

© Jones & Bartlett Learning, LLC, An Ascend Learning Company. Not for sale or distribution.




