


Agenda
• Provide outline of the Delivery Circle approach and associated 

benefits

• Share experiences from our first Delivery Circle
• Planning
• Execution and engagement
• Successes and opportunities
• Outcomes



Who is CBI?



Background
• Mentorship with the CHCA in 2015

• Initiated a proof of concept of the Delivery Circle framework in January 2017

• The goal of the proof of concept:
• Evaluate the Delivery Circle Framework
• Spread and scale a tool related to person and family centered care 

across the network
• Engage staff and begin to build capacity in quality improvement

• Three regions across the network participated
• Members included regional leaders, Client Care Supervisors, Patient 

Advisor, various subject matter experts





Benefits of a Delivery Circle Approach
For our Client:
• Obtain an enhanced care experience 
• Opportunity to foster changes in clinical practice  (as  an Advisor)

For the Funder:
• Gain evidence of the organization’s commitment clinical excellence 
• Learn from the innovation approaches taken by service provider 

organizations to enhance clinical care

For our Employees & Organization:
• Contribute to an innovative approach to clinical quality improvement
• Gain knowledge and skills in a practice theme, QI and measurement
• Inform practice themes and QI in their region and CBI



Our Experience
Planning Phase

Challenge Strategy Result

Time constraints
• Pre-scheduled, bi-weekly Faculty 

huddles
• Members

Team commitment
• Ongoing communication with Regional 

leaders
• Clear roles, responsibilities and 

objectives

• Sessions are tailored to meet 
regional context

• Coaching needs are proactively 
identified

Content development
• Well-defined curriculum and session 

outline
• Faculty is able to prioritize content 

development and ensure 
alignment with objectives



Our Experience
Action Phase



Our Experience
Action Phase - cont’d

Challenge Strategy Result

Time constraints
• Targeted Action Period activities
• Active regional leads

• Teams are able to plan their 
accordingly and identify barriers 
early on

Sustained commitment

• Clear aim statement
• Benefit statement for client, funder and 

organization/team
• Focused discussion during team huddles
• Coach/Faculty check-in’s

• Scope of the project is well 
defined

• Shifted focus from outputs to 
outcomes

Engagement and continuous 
progress

• Coaching sessions and team huddles
• Capacity building in measurement 
• Self-assessments

• Targeted coaching sessions to 
identify and resolve barriers 

• Data Monitoring and trending 
(including individual performance)



Our Experience
Final Phase

Challenge Strategy Result

Team sharing and staff 
engagement

• Storyboard • Team recognition 

Sustainability

• Change management
• Next steps – practice theme
• Measurement aligned with KPIs

• Concrete plans in place
• Commitment to sustain result 

and continue scale and spread



• Total 50 coaching interactions 
• Almost half initiated by the 

coachee
• Average 1.69 coachee-initiated 

interactions, per week
• Average 2.15 coach-initiated 

interactions, per week

Outcomes
Coaching



Outcomes
Post-Survey



Outcomes
Post-Survey – cont’d



Outcomes
Post-Survey – cont’d



Outcomes
Post-Survey – cont’d



Outcomes
Post-Survey – cont’d



 Define clear roles and responsibilities
 Earlier communication about time commitment
 Leverage strategies for team effectiveness
 Invest in tools in tools and resources that facilitate virtual 

engagement
 Better integration and use of coaching sessions
 Shorter Learning Sessions + Team Huddles
 Separate Onboarding Session and Learning Session 1
 Be specific and clear with Action Period activities and timelines
 Separate QI/measurement Learning Session
 Enhance use of the self-assessment 
 Enhanced use of the Storyboard



Share & 
collaborate 

with peers & 
SMEs

Recognition 
of clinician 
knowledge, 

skills & 
expertise

Identify, 
scale & 

spread best 
practices 

Support 
team 

effectiveness

Build internal 
expertise & 

capacity

Enhance 
peer to peer 
engagement 

across the 
network

Impact
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