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Discussion Topics

• Introductions

• QI at Hands & Voices
• Project Change Package; Aim/Goals

• Methodology Overview: Model for Improvement

• Change ideas by Chapter

• Lessons Learned/Next Steps

• Wrap up/Q&A



Session Objectives

• Identify steps to conduct small tests of change

• Take away at least 2 ideas to increase participation, attracting 
diverse families and/or enhancing data gathering

• Increased awareness of how to engage and retain parents after 
initial contact.



Introductions
Hands & Voices Chapter Leader Participants



QI Project Participants

• Illinois – Andrea Marwah

• Indiana – Lisa Condes

•Michigan – Janel Frost and Dee Robertson

•Minnesota – Laura Godfrey

•Ohio – Tabby Bellhorn



Quality Improvement: Hands & Voices
Three ways H&V provides supports to families:

1.Emotional support

2.Information and resource dissemination

3.Modeling by other families 

Where do families find support
Other families
 D/HH Adults
 Community Partnerships
 Collaboration with professionals
 Advocacy & Policy education 6
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AIM/Goal Primary Drivers Secondary Drivers (see below for details)
Change Package/
Ideas for Change

By September 1, 2016, at 
least 4 Hands & Voices 

authorized chapter teams 
will engage in small tests of 

change that lead to 
enhanced improvements for 

family-to-family support 
across the system of care in 

states/territories for kids 
who are Deaf/Hard of 

Hearing (D/HH), strengthen 
the role of chapter 

involvement within that 
system and ensure care for 
these families is seamlessly 

managed.

Emotional support is provided 
to families who have children 

who are D/HH

Utilize stories from current/previous members about 
how the chapter helped support families to engage and 
relate to potential new members.

Introductory letters, success 
story library, utilize social media

Recruit members to reflect a culturally diverse chapter Non-English speaking members

Create/refine script for contacting parents Use existing materials, family 
stories

Utilize social media to improve communication with 
families

Facebook, Twitter, Texting

Initiate survey to determine needs of families in your 
area

E-survey, Focus Groups, work 
with partners

Ensure families are connected 
with local supports and services 

timely

Provide new members with “welcome packet/toolkit” Standard welcome process

Identify orgs that provide family support Resource contact list; share

Collaboration with state entities that provide support to 
CYSHCN

Road map, talking points, 
referrals

Work with hospitals, PCPs, ENTs to ensure F2F support Parent letter, collaborate

Update materials to reflect resources for D/HH Resource list by location; share

Provide resources in languages other than English Brochure, website, interpreters

Model skills and strategies for 
others that chapter 

leaders/members learned while 
on their path of raising children 

who are D/HH

Provide activities to expose families to other families on 
the D/HH journey

Relationship building, summer 
camps, include rural areas

Teach families how to share their story/experiences in an 
appropriate and unbiased manner

H&V training, story boards, 
leadership development

Coordinate with state/outside entities to ensure sharing 
of parent experience in SOC

Parent participation in Advisory 
Boards, EHDI, Early Intervention

Seek to understand other cultures and ensure 
participation

Relationships with culturally 
diverse organizations

Enhance data collection and 
reporting via H&V Zoho

Membership Database for 100% 
of chapter members

Standardize data documentation and collection Zoho, parent experience

Create marketing and continuous enrollment plan Strategic plan, goal setting



The Model for Improvement

How will we know that a change 
is an improvement?

What change can we make that 
will result in improvement?

Aim

Measures

Ideas/Changes

Act Plan

Study Do

What are we trying to 
accomplish?

8
Associates in Process Improvement, 2010 



The PDSA Cycle 
for Learning and 
Improvement

Act

 What changes
are to be made?
 Next cycle?
Adopt, Adapt, 
Abandon

Plan

Questions and    
predictions (why)
 Plan to carry out the 
cycle (who, what, 
where, when)
 Plan for data 
collection

Study
 Complete the  
analysis of the data
 Compare data to        
predictions
 Summarize what  
was learned

Do
 Carry out the plan
 Document problems 
and unexpected 
observations
 Begin analysis  of 
the data 

Associates in Process Improvement, 2010 

9



Chapter Activities



Michigan
Janel Frost & Dee Robertson



MICHIGAN HANDS & VOICES 
TEAM

▶Janel Frost
▶ Director
▶ ASTra Coordinator
▶ Parent Member

▶Dee Robertson
▶ Executive Board Secretary
▶ Professional Member

12
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AIM STATEMENT: WHAT ARE WE TRYING TO 
ACCOMPLISH?

Increase Family Engagement

By December 21st, 2016, Michigan Hands & Voices will 

show a 20% increase in Paid and GBYS 1st Year 

Memberships.
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PLAN-DO-STUDY-ACT (PDSA) -#1
Calculate a baseline using Zoho – analyze 

membership trends for all categories monthly for 
2016.

Parent/
FamilyScholarship/

GBYS

Profession
al Professionals

PLAN-DO-STUDY-ACT (PDSA) -#2
 Change our membership renewal to a 

specific day of the year to increase renewal 
rates.

PLAN-DO-STUDY-ACT (PDSA) -#3
 Parent Guides will contact GBYS/Scholarship 

members just before the end of their scholarship 
year to encourage renewal.
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Goal - Increase Membership by 20%
Actual Overall Increase was 29%

%  increase/decrease   
• 45% GBYS 

Membership  
• -2% Parents  
• 44% Professionals  
• 29%   Overall



MI Hands & Voices Membership #s  

February 2017
GBYS - 72
Parents - 46           
Professionals - 25
Total = 143

16

October 2015
GBYS - 29
Parents - 44
Professionals - 9
Total = 82

60% Increase



PERSONAL OBSERVATIONS
Janel
• Felt like a map was put in place with a compass attached
• Data gave evidence of whether we were working in the right direction
• Data gave us indicators of what were our next steps

• Numbers showed many GBYS members not renewing - Annual 
membership

• Guides become more involved within first year - ask for membership 
after scholarship is up

Dee
• Enjoyed the analysis and problem solving components of the QI project.
• Became more comfortable with Zoho. ☺
• Suspicions about membership

• Largest loss of renewals was Scholarship year – confirmed.
• Loss of Professionals surprised me – are we not giving them value 

for their membership?
17



Illinois
Andrea Marwah



Illinois Aim Statement
“By August 1, 2016 Illinois Hands & 

Voices will increase by 25% the 
number of NEW/RENEWED paid 

memberships “sold” during chapter 
activities, trainings and outreach & 

vendor events.”



PDSA’s
• PLAN
Our plan was to increase membership numbers by offering discounted 

memberships during key events.

• DO
We were successful “IF” the event scheduled had participation.  

OFFERED discounted membership (-$5) at ALL events.

• STUDY
That this should be an ongoing effort.  We found that discounts were appealing to 

participants.

• ACT
We made discounted member offers a constant part of all events through out 

organization when members are brought together in person.  We also learned that 
people like the discount so we are intending on doing 2 annual membership drives, 
one in Fall and one in Spring.





Data/Measures
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MEMBERSHIP TRENDS

PAID MEMBER NEW/RENEW MEMBER Linear (PAID MEMBER)

EVENT – FAMILY FUN WALK
MOMS NIGHT INN NORTH
MOMS NIGHT INN CENTRAL

RENEWALS – Past MNI MONTH

This jump was due to 
input error, we had 2 
different tracking 
systems.

TESTING PERIOD



What We Learned from our PDSAs
• When holding an event and offering a 

discounted membership, our membership 
numbers increased.

• Events scheduled that had to be cancelled 
made our goal unattainable, although our 
overall percentages were still above the 25% 
goal.

• We have determined that offering a discount 
is appealing to new and current members.

• We have decided that along with continuing 
to offer these event discounts that we will 
also do 2 membership drives per year.

• We found that we had put our membership 
importance lower than it should be due to 
successful fundraising events.



Indiana
Lisa Condes



Indiana’s Aim Statement

By December 31, 2016, Indiana Hands & 
Voices will increase by 40% the number of 
paid Family Memberships after the initial 

EHDI paid membership expires



PDSAs
• PLAN
Increase the number of Indiana Hands & Voices welcome letters received by 

families newly enrolled in GBYS (membership paid by EHDI)

• DO
Send all newly enrolled GBYS families  a Welcome letter from Indiana Hands & 

Voices within 2 weeks of enrollment.

• STUDY
 Do we have the systems in place to send the letters within 2 weeks of GBYS 

enrollment?
 Do we have  a letter that matches our AIM of connecting new GBYS families 

with the  Indiana Hands & Voices Chapter?

• ACT
Reviewed the current IN H&V welcome letter 
 sent 100% of newly enrolled families an IN H&V welcome letter



Data/Measures
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What We Learned from our PDSAs

When we began the process of sending IN H&V welcome letters, we 
realized we needed to develop a new PDSA

We created a “Learn PDSA” to edit the welcome letter

We increased the number of welcome letters sent and now we have to wait 
to see if, over the course of the next year, if these 25 families will pay to 
continue their Family Membership.

This PDSA will take too long and it will be hard to know if the welcome 
letter really had anything to do with families paying for their membership 
after the first year paid by EHDI



Minnesota
Laura Godfrey

LauraG@lifetrack-mn.org

mailto:LauraG@lifetrack-mn.org


Minnesota Aim Statement

•AIM: By June 30th , 2017 Minnesota Hands & voices 
will increase the number of Parent Satisfaction 
surveys return by 10% for all families whose children 
are newly diagnosed and have received an Initial 
Contact from a Parent Guide.

• In addition we aim to increase the success rate on 
question #8 – to ensure the support network has 
increased from 84% to 95%.   



PDSA• PLAN

One Parent Guide is going to personally give the survey to families when doing a home 
visit and they will send personal emails and/or have phone conversations with families 
reminding them to return the survey. 

One Parent Guide will use a script to aid in helping a family navigate and understand the 
importance of returning the survey. 

• DO

Carry out the plan, document problems and unexpected observations, collect data, and 
understand what happened when testing the survey

• STUDY

We will look to see if by having a Parent Guide directly ask a family to fill out the survey, 
will it increase the number returned?  

• ACT

We will adapt this test to include more than one Parent Guide. 

We will be adopting  feedback from selected Parent Guide to make changes as needed to 
script  



Data/Measures

Hands & Voices HQ - QI Project Measures
CHAPTER NAME: Minnesota

# of survey's Sent/ 
Returned in 2016

BASELINE PDSA Testing

JAN/FEB/
MAR

APR/MAY/ 
JUN

JUL/AUG/ 
SEPT

OCT/NOV/
DEC

Goal is 10% Increase
# of survey's sent 62 56 37 28

# of survey's returned 12 13 7 5 9.25 Median

Total % by Month 19% 23% 19% 18% 19.75% Avg



Lessons Learned/Next Steps

• Learned what small test of change really means.
• How to better understand what our current process is so 

we could start to make changes that would be effective in 
getting surveys back. 

• Helped to define what improvement means for our 
chapter. 

• Next Steps are to have more than one Parent Guide reach 
out to families they’ve had contact with and see if they 
can get more surveys back. 



Wrap Up-Q&A



Q&A



What will you do by 
next Tuesday?

36



Resources

• The Improvement Guide: A Practical Approach to Enhancing 
Organizational Performance. G. Langley, K. Nolan, T. Nolan, C. 
Norman, L. Provost. Jossey-Bass Publishers., San Francisco, 1996.

• Institute for Healthcare Improvement, Knowledge Center, How to 
Improve. 
http://www.ihi.org/knowledge/Pages/HowtoImprove/default.aspx

http://www.ihi.org/knowledge/Pages/HowtoImprove/default.aspx
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