Patient-Centered Specialty Care

Module 3
Instructional Webinar

Driving Results and
Sustaining Change



Important Note

= The information, resources, and tools that Anthem provides to you through the Enhanced Personal Health Care
Program are intended for educational purposes only, and should not be interpreted as directing, requiring, or
recommending any type of care or treatment decision. Anthem cannot guarantee that the information provided is
absolutely accurate, current or exhaustive since the field of health is constantly changing.

= The information contained in presentations that Anthem makes available to you is compiled largely from publicly
available sources and does not represent the opinions of Anthem or its personnel delivering the presentations.

= |f Anthem provides links to or examples of information, resources or tools not owned, controlled or developed by
Anthem, this does not constitute or imply an endorsement by Anthem. Additionally, we do not guarantee the quality or
accuracy of the information presented in, or derived from, any non-Anthem resources and tools.

= We do not advocate the use of any specific product or activity identified in this educational material, and you may
choose to use items not represented in the materials provided to you. Trade names of commonly used medications and
products are provided for ease of education but are not intended as particular endorsement.

= None of the information, resources or tools provided is intended to be required for use in your practice. Physicians and
other health professionals must rely on their own expertise in evaluating information, tools, or resources to be used in
their practice. The information, tools, and resources provided for your consideration are never a substitute for your
professional judgment.

=  With respect to the issue of coverage, each Anthem member should review his/her Certificate of Coverage and
Schedule of Benefits for details concerning benefits, procedures and exclusions prior to receiving treatment. If
Members have any questions concerning their benefits, they may call the Member Services number listed on the back
of their ID card.
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= Understand culture and managing
change

= |dentify six key components for
sustaining practice transformation

= Understand and prevent change
fatigue

= Create apractice transformation
sustainability plan

= |dentify and address barriers to
sustaining practice transformation

= |dentify and leverage organizational
strengths to sustain practice
transformation
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What is change? How do you manage change?

Change Definition

According to Merriam Webster dictionary — the definition of change is:
= to become different
= to make (someone or something) different

Managing Change

= Are you personally comfortable with change?

How do you think the people you work with deal with change?

What happens when people don’t want to change, and what does
resistance look like in your practice?

What is your practice trying to change?

And finally, why is your practice tackling change now?
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Culture of an Organization

Culture includes how people:
= Work together
= Treat each other
= Communicate
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5 Main Features of a Learning Organization

= A learning organization is the term given to a company (or in your
case, a practice) that facilitates the learning of its members and
continuously transforms itself.

= Learning organizations develop as a result of the pressures facing

modern organizations and enables them to remain competitive in the
business environment



Learning Organization Concept

“In the long ran, the

on/ sustmhaé’/e .
saaice of compe Lieive

to learn faster than
jts competition’
- Peter Sengé
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Supportive
Management

Tools and
Resources

Sustainability

Feedback

Engaged Staff System

Shared
Understanding
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Supportive Management

What’s Key?

= Prioritization of quality _
of care Vanagement

= Creation of -
accountability systems Resources

= Recognition of
success

Feedback
System

Shared

Understanding




Tools and Resources

What’s Key?

= Tools and resources
to promote change

= Availability to access
= Ease of adoption

Supportive
Management

Tools and
Resources

Sustainability

Feedback
System

Shared
Understanding
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Feedback Systems

What’s Key?

= Organizational awareness
Supportive
of key performance Management
Indicators

Tools and

- Ab”lty ({0 reV|eW Resources
Information, In
comparison to standards

= Participation of associates Feedback
. . ystem
In Improvement efforts

= Systems are robust and L
transparent
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Shared Understanding

What’s Key?

= Understanding of
processes and systems

= Awareness of
expectations

= Clarity of roles

Supportive
Management

Tools and
Resources

Sustainability

Feedback
System

Shared
Understanding
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Engaged Staff

What’s Key?

= Universal pride in
Supportive
performance Management
and improvement

Tools and

= [nvestment in initiatives Resources
and outcomes

= Documentation of quality

Improvement Feedback

. ystem
competencies

Shared
Understanding
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Training

What’s Key?
= Avallability
= Consideration of skills

= Confidence and core
competencies

= Prioritization of quality
Improvement training

Supportive
Management

Tools and
Resources

Feedback
System

Shared
Understanding
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Change Fatigue

What is Change Fatigue?

Predictable, common, and avoidable reaction to multiple small (and
large) changes over time. Change can be exhausting when it's
approached in the wrong way. Over my years of research, I've
witnessed countless leaders try to implement change, but instead burn
out their employees and create a sense of frustration in their
organizations. This may seem like a classic case of what not to do, but
this scenario is not unique to any kind of company, and it's growing
more common as the rate of change accelerates.

- Ken Perlman, Kotter International
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Change Fatigue Best Practice & Strategies

Change Fatigue Prevention Best Practice

» Overall vision is clear

» Multiple changes are not attempted simultaneously

* Priorities are clearly defined

« Team members feel a sense of control or part of the change

Strategies

« Shift from project-based thinking to whole-systems approach (a marathon is not 26
mile sprints)

Record your changes and progress (“Change mapping”)

Ensure each change has clear intended outcomes

Allocate sufficient time and support for transitions (not just the change)

Engage the people most affected (“People will help build what they created”)
Celebrate successes and acknowledge accomplishments
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PCSC CDT Sustainability Plan Worksheet

Patient-Centered Specialty Care

Organiztions) Viskon

Supportive Management
Strangths, Weat's working
Bnmiersy Wiat's not working
mmediata ned siaps
Long berm next steps  'Our long-mm ol i
ACF Practica Advisor Tools andl R sounes
Toois and Resources
Strangths, Weat's woriking
EarTiors, WaTs ot Wiorking
Mmediaia ned siaps
Long brm nact siops.  Uur longHmm gosl s

ALP Practios Advisor Tools and Rasources
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Resources

Provider Toolkit

Use your self-assessments to understand
where you might have a workflow
opportunity.

Use the team-based approach to problem
solving and practice improvement to identify
areas that can benefit from more focused
intervention as you review your data.

Establish an action plan and begin to run
relevant PDSA cycles to support
implementing and sustaining necessary
changes.

CDT PCSC Instructional Webinars



Thought Provoking Questions

How is leadership
supporting the
improvement
efforts?

What’s happening in
regards to difficult
feedback?

What is leadership’s
shared vision?

How are ideas
discussed in your
practice and what
about feedback?

How is that
handled?

How is the staff
being supported?



Next Steps

Module 3 FDSA - Cycle Number: 1

15 tha &1m Skito mantWhat ars wa trying to tast? Hewwil tha b3 Impasctad?

Plan

List the tasks nesdad to Flana tn ba
i R e Responsibla Ferscn, | Date o be pertormad (P20

Study

Fradictwhat il happan whan the test  camhed sut dtarmim
Descrt
Dazot
maatyi

Module 3 Quastions

what opportunbics hava oo Identifad I your practica 1o raduce costof cara 7 {genark: vs. brand nama, dupliats
Whatd tastng, y tasting)
NI“!(

Dvoyou curmantly ullize dinical deckslon support book bo improve madical declskons (Dlagnostic suggestions, Fatlent
summarks for hand-ofts parfarmance with prompis for aress nesding atiantion]? Iyes,
which ones do you usa?

Hara ou encountargd Festancs om patknts for prascribing ganerk ovar brand names 1 I1Nyes, how have you managed
ks razpo st

Please complete the following:

Please refer to the CDT Learning Collaborative Activities checklist or
the PCSC Provider Toolkit to access each event and view the session.

 PCSC CDT Sustainability Plan Worksheet for
each completed PDSA

L Submit completed Module 3 PDSA
Worksheet to PCSC@anthem.com (View
Module 3 PDSA Sample on Provider Toolkit)

IMPORTANT NOTE

An attestation form will be sent to each practice
at the conclusion of year one to report your
established Care Compact agreements with
referring PCPs.
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