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IN THIS SESSION, WE WILL SHARE HOW WE:

Employed a leadership style to generate lasting grass-
root level change 

Developed interdisciplinary coalition of engaged 
clinical care teams

Improved psychological safety and local team culture

Used data driven improvement methods



HOW THIS ALL GOT STARTED:

Quality Improvement versus Quality Assurance – Scoville & Lloyd, IHI
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Stacey Complexity Model – Stacey, 1995

STACEY COMPLEXITY MATRIX



Cynefin – Snowden, 2000
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Action Series Aim:

To achieve a 20% improvement in scores of Team 
Effectiveness in on-call communication by Good Call 
team members, within 80% of participating teams 
across Island Health, by December 2023.

PROBE – SENSE – RESPOND 
How will we know a change is an improvement?



GRPI – Beckhard, 1972
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INTERPERSONAL 
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GRPI MODEL OF TEAM EFFECTIVENESS
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MODULE 1:

FOUNDATIONS OF GOOD CALL



MODULE 1:

ACTIVITY SHEET



MODULE 2: 
WALK IN MY SHOES

“Taking time to discuss 
what was in our team’s 
sphere of control and 

influence helped us focus.”



MODULE 3:

MESSAGE SENT, RECEIVED & UNDERSTOOD

STOP5 – Walker et al, 2020



MODULE 3: 
TESTING CHANGES



MODULE 4:
PROGRESS THROUGH PROCESS



Clinical 
Question/ 
Concern 
Arises

Gather 
Patient 

Information
Triage Identify 

Who to Call Make Call

Back-up 
Plan

Identify 
How to Call

Gives 
Information

Look for 
Clarity/ 

Consensus

Look for 
Clarity/ 

Consensus

Next Steps 
Agreed

Call 
Comes In

Able to 
Answer?

Receives 
Information

Back-up 
Plan

Receiver

Sender

Legend
• Yes

• No

• Decision Point
• Change Ideas/

Tools Available 
(in Module Package)

1 2

3

4 5

6

6

9

9

7

Common 
Understanding

Call Answered?

8

Call Now? 
(Urgent)

Review Later/ 
Cluster Calls 

(Routine)

Map Your 
Process10



MODULE 5:
SUSTAINING THE GAINS & SPREADING
THE SUCCESS



Action Series Aim:

To achieve a 20% improvement in scores of Team 
Effectiveness in on-call communication by Good Call 
team members, within 80% of participating teams 
across Island Health, by December 2023.



WE WERE EXCITED THAT:
WE SAW IMPROVED TEAM EFFECTIVENESS SCORES 

Goals Roles Processes
Interpersonal 
Relationships

+12.6% +12.7% +20.3% +9.8%

PRE: 75%    POST: 88%



WE LEARNED THAT:
IT’S MORE ABOUT THE TEAM THAN THE TOOLS

“I cannot express the incredible value in 
getting together with your colleagues 

and finding common ground. This work 
needed to be done and Good Call gave us 

a platform to get started.”
“The Action Series gave us a 
reason to get together and 

start talking about the 
current state and what we 

could do to change it.” 

“I am glad we slowed down 
and took the time to get to 

know each other and set 
common goals instead of 
jumping straight into our 

ideas. I won’t underestimate 
the value of that again.” 



THE BIGGEST CHALLENGE WAS:
BUILDING THE ACTION SERIES TEAMS THEMSELVES



TAKE AWAY MESSAGES:

A complex problem requires an emergent response 
(probe – sense – respond)

Foundational change management principles 
promote success

QI tools can be applied in multiple formats

Don’t be afraid to defer to the wisdom of the crowd



PQI@islandhealth.ca

medicalstaff.islandhealth.ca/good-call-action-series

THANK YOU! 


