
Developing your 
Improvement Project

indicators

Team Work Time



Build will and 
conditions for 

change

Understand 
current 
system

Develop aim 
and change 

theory 

Identify 
specific 

change ideas, 
test and 
refine in 
context

Implement 
locally, using 
PDSA cycles 
to build in 

sustainability

Scale up / 
spread 
where 

relevant

Leadership, project planning and management, communication and measurement  

The Scottish Improvement Journey



Measurement: why?

To make improvement visible

To plan

To monitor progress

To tell an improvement story

To use a shared language

Without DATA

YOU are just

another person

with an OPINION
Deming







Three types of improvement measures

Outcome

Tells a team 
whether the 
changes it is 
making are 
helping to 

achieve the 
stated aim
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whether the 
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Process

Tells a team 
whether a 

specific process 
change is having 

the intended 
effect



Three types of measure

Outcome

Tells a team 
whether the 
changes it is 

making are helping 
to achieve the 

stated aim

Process

Tells a team 
whether a specific 
process change is 

having the 
intended effect

Balancing

Makes sure that 
changes to improve 

one part of the 
system are not 

causing problems in 
other parts of the 

system



At primary care 
practice X increase 
by 20% the number 
of patients offered 

an appointment 
within 24hrs by end 

Dec 2019.

Reduce
“Did Not Attends”

Match Capacity To 
Demand

Enable access through improved 
appointment booking process

Make it easier to cancel an 
appointment

Offer more convenient surgery 
times 

Issue effective reminders

Shape Demand
Strengthen the contribution of local 

pharmacists

Encourage attendance at “shared” 
appointments (e.g. smoking 

cessation)

Use more effective telephone triage 
to reduce face-to-face GP bookings

Schedule appointment types to fit 
patient health needs (e.g. short 

slots for monitoring, nurse/doctor)

Schedule appointment types to fit 
day or time of demand (e.g. “long” 

appointments, “same day” 
appointments)

Driver Diagram: Service Example

Outcome Measure:
% Patients offered an 
appointment within 24 
hours from requesting 
appointment

Process Measure:
% Patients did not 
attend per week

Process Measure:
% Patients seen by 
pharmacist

Balancing Measure:
Staff satisfaction ratings/Patient satisfaction ratings


