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Professional Development Forums 

• Will be held quarterly 

• Open to all employees 

• Sessions will be scheduled based on interest and 

feedback  

• Primary focus: 

 - Highlight quality/process improvement 

 - Share best practices among offices 

 - Educate on quality improvement (QI) 

 - Applying QI tools in your everyday practice 

 - Share Bureau Hot Topics 

 - Allow feedback and input from employees 



Session Overview 

• Focus on how the Bureau is initiating change 

• Strategic Plan 

• Quality Improvement Efforts 

• Leadership Commitment 

• Focus on process improvement 

• Travel Authorization Project 

• How process improvement is helping us to initiate better 

health services and outcomes  

• Positive Change due to QI – sharing best practices 

• Bureau Hot Topic 

• Boy Scout Jamboree 

• Feedback/Idea Sharing 



Strategic Plan 



Strategic Plan 

 

 

 

 

 

Initiated 
strategic 

planning with 
BPH leadership 

in fall 2011 

Determined 
future direction 
of the Bureau 

Discussed 
potential 

organizational 
issues that BPH 
will face in the 
next 3-5 years 

Developed 5 
workgroups 
based on 
priorities 



• Organizational support for process improvement 

• Accreditation readiness 

Development of Center 
for Performance 

Management 

• Creating internal projects 

• Measuring outcomes 

Change management 
and information 

systems 

• Example: travel approval 

• Need more autonomy to make decisions and take 
responsibility 

Process bureaucracy 

• Succession planning 

• Recruitment 

• Retention 

Retirement of senior 
level staff 

• EPA Process 

• Develop systematic policies and procedures 

Inconsistent 
enforcement of policies 

and procedures 

Organizational issues for BPH 



Prioritize
Public Health

Programs
and Services

Meet Public Health Needs

and Improve Health Outcomes
in a Changing Environment

Develop and
Support a
Competent
Empowered
Workforce

Improve
Infrastructure
Effectiveness
and Efficiency

Demonstrate
Impact on Key

Health Outcomes

West Virginia Bureau for Public Health

Strategic Map: 2011-2014

Draft
11/15/11

A B C D

Central Challenge & Strategic Priorities 

Bald 

Blah 

Develop & Foster a Performance Management 

& Quality Improvement Culture 





Strategic Plan Workgroups 

• Implement Prioritized Public Health Programs and 

Services 

• Demonstrate Impact with Outcomes 

• Workforce Succession & Retention 
• BPH New Employee Orientation 

• Employee Training – Workforce Development Plan 

• Succession/Retention Planning 

• Increasing Efficiencies through Employee Empowerment 
• Develop bureau wide policies and procedures 

• Develop & Support a Culture of QI/PM 
• Professional Development Forums 

• QI Project Submission 

• Including process improvement in EPA 

 

 



Quality Improvement 



Center for 
Performance 
Management 

• 3 FTE’s 

• Support all BPH 
QI & PM 
initiatives 

• Accreditation 
Readiness 

Bureau-wide 
QI Trainings 

• Projects 
identified by 
office 

• Teams trained 
and working on 
identified 
projects during 
the training 

• Training held in 
Fall 2012 

• Ongoing 
through 2013 

Leadership QI 
Trainings 

• Leadership 
Team 
completed 
training on 
Building a 
Culture of QI. 

• Developed 
Solution & 
Effect 
Diagram  

• Committed to 
supporting staff 
in QI projects 

Strategic 
Planning 
Activities 

• QI & PM 
workgroup 
meeting 
monthly 

• Developing and 
coordinating 
quarterly 
forums 

CPM 
Technical 
Assistance 

• Providing 
support to 
Bureau and 
Office QI Teams 

• Website and e-
mail for 
communications 

Quality Improvement 



Quality Improvement Training 

• QI Champion Workshops – Fall 2012 

• 20 Participants from the Bureau, Local Health 

Departments and Employee Development Staff from 

the Office of Human Resource Development 

• Bureau & LHD Projects: 

• Travel Authorization & Reimbursement 

• Incomplete Data on National Electronic Disease 

Surveillance System when received by the 

division of Infectious Disease & Epidemiology by 

Local Health Departments 

• Fee for Service for Local Health Departments 

• WIC Fraud Prevention 

• Additional trainings in 2013 

 



 

How to have a 

culture of quality 

improvement in 

BPH 

Clear & Accurate 

Focus in BPH 

Knowledge of QI 

among BPH staff 
Leadership Support 

Empowering 

Employees to Focus 

on Process 

Improvement 

Implement Quality 

Improvement 

throughout all BPH 

offices in everyday 

processes 

Increase Involvement in 

process improvement 

throughout the Bureau 

& DHHR 

Endorse & support focus of process improvement. 

Celebrate & showcase success. Recognize staff.  
  Share lessons learned. 

Support & encourage office level participation. 

QI Champion training for staff in      

each office to build the culture. 
Develop & promote elevator speech. 

Promotion of projects & best 

practices through BPH webpage. 

Office Directors & Managers to encourage 

and discuss QI/process improvement 

regularly at staff meeting.   
Break down silos and include other bureaus 

when possible.  

Office Directors & Managers to solicit 

project ideas from staff.   

Management to encourage projects, new 

ideas, and team building, cross-collaboration.  

Encourage mentoring from trained                   

QI Champions among other staff.  

Identify low-hanging fruit and 

implement QI immediately  Recognize & utilize offices of “Many 

Masters” and their experience 

 Use data more effectively. Catalogue, 

track, focus, link to resources. 

Collaborate with OHRM to include in Management 

Bootcamp Sessions and other management training. 

QI sharing as standing agenda item for LT meetings. 

Document success using storyboards 

and share among BPH staff.   

Develop formal QI plan and update 

regularly. Develop & implement Performance 

Management System (bureau-wide) 

 Quarterly professional development 

forums around QI & process improvement 

open to all BPH employees.  

 Incorporate strategic plan at bureau 

level and at office level. 

Office Directors to find QI Champions who 

are leaders but not in leadership role.   

Implement formal process for 

employees to share ideas & provide 

feedback on process improvement.   

Bureau for Public Health Solution & Effect Diagram for Building a Culture of Quality Improvement 
February 2013 



Travel Authorization & 

Reimbursement 

 
Tim Whitener 

Central Finance 

 

Kristie Fitzgerald 

Central Finance 



Travel Authorization & Reimbursement 

• QI Team developed out of Bureau Training Workshops. 

This was a process affecting employees Bureau-wide. 

 

• Problem: Employees traveling out of state were in some 

cases waiting 30 days to receive approval.  If air travel 

was involved, ticket prices were sometimes tripling in 

this time frame.  Employees would often receive 

approval only a few days before, or the day before 

travel.  

 

• Desired Result: Decrease steps and amount of time 

involved in process; save money. 

 

 



Travel Authorization & Reimbursement 

• QI Team met with Central Finance to learn more about 

the process. This included CFO and Travel Coordinator. 

 

• Discussed the process from start to finish, including any 

perceived delays in the process and/or inefficiencies. 

 

• Discussed time frames for processing, resources, and 

workload. 

 

• During this process, developed a process flow chart to 

see the entire process from start to finish and use to 

help identify any delays in the process. 

 

 







Recommendations from QI Group 

 

• Work with Travel Coordinator to create a “Check-Off List” of all 

materials required to make an Out of State Travel Authorization 

“complete” to ensure that the traveler was submitting all necessary 

information.  

 

• Set parameters on how many days that travel information should be 

held by the Travel Coordinator (3 days).  

 

• Approval level should stop at the Office Director level unless the 

travel request is > $2,500.  

 

• Dedicate additional staff support to assist with Travel Coordinator 

responsibilities (authorization/reimbursement).  



Results of the Recommendations 
 

• “Check-Off List” of all materials required to make an Out of State 

Travel Authorization “complete” was created and was rolled out 

Bureau-wide on May 1st (piloted first in OMCFH). 

 

• Parameters were set on how many days that travel information 

should be held by the Travel Coordinator (3 days).  

 

• Travel approval policy implemented by the commissioner -  approval 

should stop at the Office Director level unless the travel request is > 

$1,800, and <3 travelers.  

 

• Dedicated additional staff support to assist with Travel Coordinator 

responsibilities (authorization/reimbursement/posting payments).  





Ongoing Monitoring of the Process 

• Process improvement requires continuous monitoring and change 

 

• Feedback to the revised process and ongoing revisions 

 

• Positive feedback received on a regular basis from employees 

experiencing the revised process 

 

 



Process Improvement = Better Outcomes 

 
Bob Dozier  

 Emergency Medical Services 

 

Mialee Pritchard 

Office Maternal, Child & Family Health 



Boy Scout Jamboree 
Jerry Rhodes 

Center for Threat Preparedness 



Showcasing Success with QI 

Storyboards 





Upcoming Projects 

• What ideas do you have? 
 

Remember… 

 

 
 

  

 

It is the Bureau’s goal to create an environment that 

empowers employees to focus on process improvement, 

initiate change, and achieve better public health 

services and outcomes.  

 

• We need your input to be successful 

• All project ideas to date have come from employees 



Questions or Feedback? 

Janet Richards 

Janet.L.Richards@wv.gov   

 

Jerry Rhodes 

Jerry.Rhodes@wv.gov  

 

Tim Whitener 

Tim.J.Whitener@wv.gov 

 

Paula Brown 

Paula.M.Brown2@wv.gov  

 

 

 

 

 

 

 

 

 

 

Kristie Fitzgerald 

Kristie.L.Fitzgerald@wv.gov 

 

Bob Dozier 

Robert.L.Dozier@wv.gov 

 

Mialee Pritchard 

Mialee.M.Pritchard@wv.gov 

 

Amanda McCarty 

Amanda.E.McCarty@wv.gov 

 

 

 

 

 

 

  

 

 

 

Send us your project ideas and comments!   

Email us at  BPHQI@wv.gov  
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Thank You for Participating! 
 

Special Thanks to: 

Mark Shahbandy for forum registration 

 

PM/QI Strategic Planning Workgroup Members who 

assisted in the planning of the forums: 

 

 
 

Janet Richards 

Kate Hatfield 

Jim Doria 

Rebecca Schmidt 

Bob Dozier 

Melissa Kinnaird 

Mialee Pritchard 

 

 

Wesley Jordan 

Amanda McCarty 

Dan Mace 

Wilma Pile 

Amy Atkins 

Lisa Brightwell 

Brandon Carman 

 


