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Rules of Engagement

» Audio for the webinar can be accessed in two ways:
o Through your computer

o Or through the phone (*Please mute your computer speakers)

* Q&A session will be held at the end of the presentation
o Written questions are encouraged throughout the presentation

o To submit a question, type it into the Chat Area and send it at any time
* Other notable Zoom features:
o This session is being recorded, the chat will not be included in the recording

o Utilize the chat throughout the webinar. To chat everyone, make sure your chat reflects the picture below:

To:  Everyone v N © -
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Continuing Education Credit

To receive 1.0 CE credit hour for this webinar, you must:

« Create a Duke OneLink account. You only need to create an account once — you may
use it for all future webinars. Instructions will be chatted in and/or you may find them in
your registration confirmation email.

o Step 1: Register for a OnelLink account
o Step 2: Activate your account and confirm your mobile number

« Text JAVZUT to (919) 213-8033 after 1:00 pm ET today — 24-hour window

In support of improving patient care, the Duke University Health System Department of Clinical
Education and Professional Development is accredited by the American Nurses Credentialing

Center (ANCC), the Accreditation Council for Pharmacy Education (ACPE), and the Accreditation e e
Council for Continuing Medical Education (ACCME), to provide continuing education for the health = =msseemsos. omsm e
care team.
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Upcoming Team Training Events

Courses & Workshops

In-person TeamSTEPPS Master Training Courses
o April 10-11 at Northwell (New Hyde Park, NY)
o April 27-28 at UCLA (Los Angeles, CA)
o May 9-10 at Tulane (New Orleans, LA)
o May 24-25 at Houston Methodist (Houston, TX)
o June 21-22 at MetroHealth (Cleveland, OH)

Custom TeamSTEPPS Advisory Services at Your Organization
o 2-day TeamSTEPPS Master Training Courses
o Comprehensive TeamSTEPPS Programs
o Learn more
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https://www.aha.org/center/team-training/courses-and-workshops
https://www.aha.org/center/team-training/custom-trainings

Upcoming Team Training Events (continued)

Webinars

Three-part webinar series on human centered design in health care:
* Applying Human-Centered Design to Health Care — January 11 v

 How to Use Human-Centered Design to Inspire and Focus Teams — February 8 v

 What's Your Story? How to Craft Narratives Using Human-Centered Design that Inspire Your
Audience — March 8

mf" American Hospital
—/- Association™

Advancing Health in America



https://www.aha.org/education-events/applying-human-centered-design-health-care-jan-11
https://www.aha.org/education-events/whats-your-story-how-craft-narratives-using-human-centered-design-inspire-your-audience-mar-8
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OUR GOAL

OVER THE COURSE OF THE NEXT 50 MINUTES, WE WILL SHARE TOOLS, METHODS,
AND CASE STUDIES THAT WILL HELP YOU FOCUS AND INSPIRE YOUR TEAM.

WE WILL RAPIDLY WE WILL SHOWCASE MAKE USE OF CHAT

FOR REACTIONS

BOUNCE BETWEEN TOOLS/TECHNIQUES
EXAMPLES YOU CAN USE

CLIMATE
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If any field should be human-centered, it's
healthcare. We help teams at the intersection of
guality, equity, and innovation design a safer,

healthier future.
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EMPATHY STORYTELLING

PRINCIPLES

BUSINESS Human-Centered ACTION

less Mc Design For
Healthcare




Applying Human-Centered Design

Strategic
Innovation

Diversity and
Health Equity

Quality
Improvement

Digital
Strategy

Clinical
Qutcomes

High Reliability
Organizations

Clinician
Engagement

Community Based
Partnerships

Emerging Critical
Challenges



" Where can Innovation
arae in your Health Care
Urganization?






AGENDA

Empathy and Creative
Collaboration

Team Vision and %

Alignment

Focus and Inspiration:
A Case Study



Empathy and Creative
Collaboration

The Target Audiences

The Challenge
Mutual Understanding,
Leveraging Our
Superpowers, Bringing Joy



Designed for: Designed by: Date: Version:
Empathy Map Canvas
WHO are we empathizing with? GOAL What do they need to DO?
Who is the person we want to understand? What do they need to do differently?
What is the situation they are in? What job(s) do they want or need to get done?
What is their role in the situation? What decision(s) do they need to make?
How will we know they were successful?
What do they THINK and FEEL?

PAINS GAINS

What are their fears, What are their wants,

frustrations, and anxieties? needs, hopes and dreams? What do they SEE?

What do they HEAR?

What are they hearing others say?
What are they hearing from friends?
What are they hearing from colleagues?
What are they hearing second-hand?

What other thoughts and feelings might motivate their behavior?

What do they DO?

What do they do today?
What behavior have we observed?
What can we imagine them doing?

What do they see in the marketplace?

What do they see in their immediate environment?
What do they see others saying and doing?

What are they watching and reading?

What do they SAY?

What have we heard them say?
What can we imagine them saying?

Last updated on 16 July 2017. Download a copy of this canvas at http://gamestorming.com/empathy-map/

© 2017 Dave Gray, xplane.com



Customer Segment

GAINS

What would make your customer
happy? What would make their life
and the job-to-be-done easier?

JOB-TO-BE-DONE

What is the job the customer
wants to get done in their
work or life??

PAINS

What is annoying or troubling your cus-
tomer? What is preventing them from
getting the job done?

Value Proposition Canvas



PERSONA CANVAS

DESIGN A
>52 BETTER
Y BUSINESS

NEGATIVE TRENDS

Negative trends from the
environment

HEADACHES N NEED
Professional and work II . II' What does this person
related issues . ¢ really want?

FUSITIVE TRENDS

Positive trends from the
environment

OPPORTUNITIES

Professional and work related
positive outcomes

y
a1

ROLE Quality Improvement Director

HOPES

onal goals and
hopes
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Empathy Maps are ar
amazing management
tool —they can help you
really understand what
people are thinking and
feeling
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Empathy Maps can be a
creative and fun tool for
‘focus group’ sessions
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Empathy Maps are very
useful when preparing for
Important presentations
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The Target Audiences

Internal Teams and
Partnerships

The Challenge

Focused, Efficient, and
Energetic Collaboration




5 BOLD STEPS VISION® CANVAS

e

VISION STATEMENT

What is ate of
your bus re you
goir ur

BOLD STEPS

The big steps towards your vision

SUPPORTS

What are the supports

en you while
rVis‘on?.

CHALLENGES

What are the challenges
that hindemmm!s!
reaching |
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CHALLENGES

What are the challenges
that hinder you while
reaching your vision?

GROVEN/

‘ 5 BOLD STEPS VISION® CANVAS

5 BOLD STEPS VISION® CANVAS
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What are the supports ~aads X
that strengthen you while ;
reaching your vision?
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CHALLENGES

What are the challenges
that hinder you while
reaching your vision?

BOLD STEPS

The big steps towards your vision
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Test your visi
way you would a new
product or service

on the same
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If you are doing this at
scale, segment your
audience and give them
different roles

ddddddd



Use shared, team vision
to inspire individual goals
(KPI, OKR, etc.)

dotank




Visioning and Strategic
Planning for Community Based
Partnerships



Healthy Communities Strategy Canvases

This set of five tools will help you organize your thinking, align your team, and
design powerful strategies for improving health in your community. In the
course of completing this design journey, you will explore the challenges that
face community members, the broader context in which everyone is living, the
vision that will guide your work, the resources that will be required, and the
critical action steps necessary to advance.
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Empathy Mapping allows you to zoom in to your
community at a persona or person level. The goal is to try

and understand what is truly important for these people, SERVICE
- so their perspective is included in your community plan. AREA

When using the Empathy Map, it's about finding the
balance between facts and assumptions.

$ dotank dotankdo.com N
3 DREAMS
What does this person strive for in the long term? e : : : il
What would make them happy and fulfilled? TTI
=4 L 1 1 Lo
[ X 1 0
" - a L nl F nl F Ll ‘.’
“gee ':.!
-ee ™ &
el 1 T &
1 1) -
ane ..!'
1 1] aR
ol T .
L1
‘.-\... o | ™ e A [ " | [ 8 4 --:'F
“ee e
ane aer
aew T L
T 1 ) 1
JOBS TO BE DONE
e
) "
HEADACHES e | -
. . . . “ee Ty What are this person’s day-to-day objectives in life, the things
List the obstacles and frustraticons facing this ol L1 « COMMUNITY I they want and need to get done? This can Include tasks that are
Fmr"':"' uﬁr:-;‘hg:: Ll lh";lr b "'"kd “T“h_”;:_l;‘"" - :::. . .e .::_""' professional, social, emotional, spiritual, educational, etc.
stress? What keeps them awake at night? = -:: MEMEBER e
1 ¥ ] -
r - - - 47§33 PERSONA H r - - -
»
[T X}
"ee
[ ¥ r =
ae
[ ]
L] L}
8 o & o n PERSOMNA 8 4 b o
L L]
L1111
. e » .
— — r . LL LA T T J L 17 r 1 r a
sear [TI11] LI T 1)
[ 1 1 1 &4 TT]] Ll L L3 ]
(11 L - ~eeee
L TTT]
TTTIL,
~aee
L1 L ol 1 ]
L 1 b
HOW WILL WE MAKE AN EQUITABLE "\ | | h J
el 1
PLAN WITH THIS PERSONA? ee
" 499
What assumptions have you made about this person, and how will you valldate them? 12
How can you include this person and their perspective in your community planning? e e
" r T r 1 r 1 ".
Ll X
ane
el B ]
ad 1
-89
“ee
M 11
ol L F k-




Before developing a plan for the future, it is important to identify

1 . M M N ITY N T E XT A N v A external factors that impact your community, its residents, and SERVICE
the challenges they face. What you discuss in this exercise will AREA

underpin the community plan you will develop.
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The purpose of this canvas is to help your team align on your long-term goal for yvour
2 (] v I S I O N ‘ A N VAS community. With your key community challenge in mind, create an aspirational, yet si?EEE

realistic vision of the future and the outcomes associated with that vision.
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C '! FINANCIAL GOALS

What financial metrics must vou achieve
to make your vision a reality?

COMMUNITY CHANGE

How will your community change at soclal, environmental,
aconomic, and health levals as you pursue your vision?
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expertise, and buy-in to make bold changes.

This canvas helps you map out the resources you currently

hawve and the ones you need to get in order to achieve your SERVICE
3 [ ] R ES o U R C E I'I A P P I N G CA N VAS bold community vision. You will consider more than just who

is on your team - you must also have the financial backing, AREA
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Based on the vision you have defined and the resources

you need to gather, what work needs to get done in the SERVICE
u next three months? These are your first steps toward AREA

making your community vision a reality.
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BUT...partnership

chartering i

this and is necessary for a
healthy partnership

s missing from

do tank
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Focus and Inspiration: A
Case Study

The Target Audiences

The Challenge
Embedding High Reliability

Principles into our Work
Using Human-Centered



High Reliability Organizations
« Applying fried and
tested principles of
nigh reliabllity 1o align
teams on a process to
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High Reliability Organizations
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* A case study example EEGes ' 7

of how human -
centered design tools RGN
can help franslate

theory into focused

Improvement work



HRO Observations

It fook two+ years to create a level of comfort
where

conversations can be truly open and candid.

* A skill set that can facilitate open conversation
IS imperative.

» Leadership commitment and involvement is
imperative
» Top-down approach
* Need to Incorporate Bottom-up

* An Executive Team Assessment and Action
Planning process were both needed to ensure £ o5 it
focused action took place. BesHionce

« COmmon theme among teams —
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2.

Our HRO Process

Illinois Health and Hospital Association llinois Critical Access Hospital Network

Identify a “Systems Issue”

Call out the factors contributing to that issue

Apply the principles of HROs to those factors:

Sensitivity to Operations
Commitment to Resilience
Deference to Expertise
Reluctance to Simplify

ok DN P

Preoccupation with Failure

Take your systems level issue identified and
apply an HRO Quality Improvement Lens

Create a Gameplan of activities to move this
work forward

The Swiss Cheese Model ~ren dOtank

‘Business design, redesigned.

Layer of Defense

HRO Canvas e O tank

Business design, redesigned.
Current State \x

|mpr0ve ment Ca nvas .mHorizon Health pa— d_otank

Purkenes s e

* July 27, 2022

Team Name What have we done before Scope
Team Roster

1- Name & Role

2. Name & Role

3. Name & Role ‘

. ] ' [ [ [
“:Name & Role A A A 2 2 H o

Horizon Heath ..., dotank

July 27, 2022 Bainass design, radesignad.

End of 2022

Other stakeholders
to engage

‘Other objectives
ea to




Adapting Healthcare Practice Through
Human Centered Design

Multiple Barriers - technology,
processes, and people - designed to stop
active errors (our “defense in depth”)

Active Errors
by individuals result
in initiating action(s)

R
Latent Weaknesses in barriers

A Medication Error Story

Fax system for ordering
medications is broken

Nurse gives the patient
a medication to which
he is allergic

Nurse “borrows”
medication from

. another patient
Patient
Tube system
arrests for obtaining
dicati
Inadequate ICU nurse m; t;::;(l:: %

staﬁing due to call-out

Swiss Cheese Model

Incorrect site
on consent
«enon | OF Adverse Events
0 \/
QG &
First day at Training © %%
the new ——ﬂ a0 P %8y,
hospital L 2 O,o o
New og i) o,
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N EN Video translation
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consent surgery




HUW TO STOP GOVID-19 The more steps you take,

h f ] -19.
THE SWISS CHEESE MODEL FESRUSN Tom e "‘g_"‘
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The Swiss Cheese Model

Layer of Defense

Marketing

N\

Market Jobs
to students

Recrurting
develop
sense of
urgency

Pay-can we

be more
competitive (

D)

J—

Cusgvad 3¢ DOTAMSLO LLE

NPT T o T 4 ka4 7wy L e
WA TR T E A e
71 Smane Sawet, Guile 200 Se Mranc o, Callf o MRS LT

Market our

strengths

M

Streamling
hiring
process

Lack of
captal $% /

Layer of Defense

Location

>

Peopis dont
want 1o drive
1o us because /-»
of gas prices
. Small size CAH
and lack of (

services [l.e.
ICU, OR)

Q

In the middle
of two uber
Mot

competitive
markets \
presently

Public Tic
perception accredited
of skill set

mae July 6, 2022

designed hy

Layer of Defense

"The Great Resignation”

of
"gualified"

Small program
capacities

dotank

Business design, redesigned.

Active Fallures
({Immediate Causes)

The unsafe acts
cauzed by pecple

- Staffing

Latent Conditions
(Underlying Causes)

Failures built inta

the system waiting

to be triggered by
am active failure

dotankdo.com



HRO Canvas
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HRO Canvas

Identify the factors
contributing to your “Issue”
or “Area of Opportunity” for

10 minutes

dotank



HRO Canvas
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HRO Canvas

Now that you have outlined your Current State. Apply those identified factors
you jotted down to the 5 HRO Principles.

Don’t worry about the definition of the principle itself. Focus on the framing
guestions under each principle.

Think of this canvas as allowing you to apply 5 different sets of lenses to the
factors you identified contributing to your issue.

This is where we start applying High Reliability Systems Thinking to your current
state
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Improvement Canvas

® Reflect on past
organizational work

® Create an aim
statement

® |dentify action steps
® Qutline a team roster

® Organizational
supports

® Potential barriers

® Measurement
(outcome and
process)
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Aim Statement
Considerations

Your aim statement should
be explicit, clear,
unambiguous, precise,
and plain.

An aim statement should
iInclude the following
essential components:

= Population
» Goal

= Guidance



dotank

= Population
» Goal

= Guidance

Aim Statement example:

We will increase the diversity of our
Board to better represent our
patient population by adding 2
Board members who are
demographically aligned with the
majority of our patient population
through the guidance of our CEO.
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Measurement

Outcome Measure:
What you are
measuring in your aim
statement. The ultimate
guantitative number
you want to achieve.

Process Measure(s):
The specific steps in
the process that lead to
your outcome metric.

Tracking Tool:

The system you will
have in place to
monitor and track your
Outcome and Process
measures.
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Action steps are
Team Name What have we done before Scope actiona ble, SpECifiC
Team Roster ° . .
N ideas for achieving your
aim

------ They can come from

o research, best practices
or other organizations
e h e TN W— ‘ that have used the idea
(technigque) to achieve
gains.

o n kW N

Supports

this?

How will we

] Ll | L | |
1 (W] LI N |
1 Outest 11 Crocess 1§ == [ Barriers
1 L (' o '
[ n " '

Think of your Action
Steps as the key
activities which must
S take place in order to
achieve your aim
statement.
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Gameplan
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Business design, redesigned.
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2.

Our HRO Process

Illinois Health and Hospital Association llinois Critical Access Hospital Network

Identify a “Systems Issue”

Call out the factors contributing to that issue

Apply the principles of HROs to those factors:

Sensitivity to Operations
Commitment to Resilience
Deference to Expertise
Reluctance to Simplify

ok DN P

Preoccupation with Failure

Take your systems level issue identified and
apply an HRO Quality Improvement Lens

Create a Gameplan of activities to move this
work forward

The Swiss Cheese Model ~ren dOtank

‘Business design, redesigned.

Layer of Defense

HRO Canvas e O tank

Business design, redesigned.
Current State \x

|mpr0ve ment Ca nvas .mHorizon Health pa— d_otank

Purkenes s e

* July 27, 2022

Team Name What have we done before Scope
Team Roster

1- Name & Role

2. Name & Role

3. Name & Role ‘
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Horizon Heath ..., dotank

July 27, 2022 Bainass design, radesignad.

End of 2022

Other stakeholders
to engage

‘Other objectives
ea to




INFLUENCING CHANGE CANVAS -~ dotank SWITCH MODEL CANVAS i, dOtaNK

How might we make the undesirable desirable? What training do we need? DIRECT THE RIDER
What is your destination? Where are the
bright spots? How are you going to script

PERSONAL e osimon?

How might we harness peer pressure? What people do we need to engage?
MOTIVATE THE ELEPHANT

SOCIAL el

How will you tap into people’s emotions?

o 0 . Who willbe experiencin
How might we design rewards and/or demand How do we need to change our environment, he charge?
accountability? processes, and infrastructure?
SHAPE THE PATH
What small changes can you make to
enable/facilitate easy change in the
environment? How will you keep others on
irack and accountable? How willyou build
on and expand early succoesses?
OO | rrirmiorimasue BO® | rireorimase
e e et dotankdo.com e T dotankedo.com

AHA TeamSTEPPS

INFORM YOUR WHY sy dOTANK STAKEHOLDERS CANVAS mey dotank

The Why

What s your challenge or
opportunity for improvement?

What We
Want To Learn

What insights will help you better
understand the challenge you
face? What information will help
you frame the changes and
improvements you aspire to?

What do they need to accomplish? What challenges do they face? What motivates ther? How do we keep them engaged?

STAKEHOLDER

The Data
We Have
What relevant qualitative and

quantitative data has already
been collected?

What motivates them? How do we keep them engaged?

STAKEHOLDER

Wnat do they nesd to accomplisn? ‘What challenges do they face?

The Data We
Need to Collect
What qualitative and quantitative

data is missing? How are you
going to get it?

- % STAKEHOLDER What do they need to accomplish? I Wht challenges do they face? What motivates therm? How do we keep them engaged?
1
|

L P p—
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RAPID REPLAY



THE VALUE OF HUMAN CENTERED DESIGN IN
HEALTH CARE




THEVALUE OF HUMAN CENTERED DESIGN IN

HEALTH CARE

Improve health
outcomes and patient
experience
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THEVALUE OF HUMAN CENTERED DESIGN IN

HEALTH CARE

Enhance quality and
spread best practice
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THEVALUE OF HUMAN CENTERED DESIGN IN

HEALTH CARE

Enable inclusion and co-
. creation
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THEVALUE OF HUMAN CENTERED DESIGN IN

HEALTH CARE

Reduce burnout and
increase caring for each
other
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THEVALUE OF HUMAN CENTERED DESIGN IN

HEALTH CARE

Design, test, and scale
new products,
processes, and services
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THEVALUE OF HUMAN CENTERED DESIGN IN

HEALTH CARE

Help deal with emerging
critical challenges

ddddddd
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Healthcare

dO tank Innovation Hub

Business design, redesigned. Connecting the dots of healthcare in ns to

improve and save lives around the/ orld

Learning from COVID-19: A Design Process
for Healthcare Team Improvement

A design thinking process to help hospitals learn & improve from its COVID-
19 response

Do Tank has created a process for understanding what has happened,

health.dotankdo.com
dotankdo.com/healthcare . .
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Business design, redesigned.
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Partner & Business Designer, do tank
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Final Reminders

 Evaluation

o Please complete the evaluation form that appears on your screen once the webinar
ends

e Continuing Education

o Create a Duke OnelLink account if you have not done so
o Instructions can be downloaded from the Files pod or your registration confirmation email

o Text JAVZUT to (919) 213-8033 within 24 hours

T aN AHA CENTER FOR EALTH

% INNOVATION

[:]/-' American Hospital
—/‘ Association™

Advancing Health in America

~®

,



AHA Team Training

Questions? Stay in Touch!

www.aha.org/teamtraining
Email: teamtraining@aha.orqg * Phone: (312) 422-2609

\ AHA CENTER FOR HEALTH

= INNOVATION



https://www.aha.org/center/performance-improvement/team-training/courses/master-training-course
mailto:teamtraining@aha.org

