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Quality Assurance vs. Quality Improvement  

 
Quality Assurance  

                
Quality Improvement  

 
   Guarantees quality  

 
   Raises quality  

 
   Relies on inspection  

 
   Emphasizes prevention  

 
   Uses a reactive approach  

 
   Uses a proactive approach  

 
   Looks at compliance with standards  

 
   Improves the processes to meet standards  

 
   Requires a specific fix  

 
   Requires continuous efforts  

 
   Relies on individuals  

 
   Relies on teamwork  

 
   Examines criteria or requirements  

 
   Examines processes or outcomes  

 
   Asks "Do we provide good services"  

 
   Asks, "How can we provide better services?"  
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3 Key Questions to QI 

 
1. WHAT ARE WE TRYING TO ACCOMPLISH? 

2. WHAT CHANGE CAN WE MAKE THAT WILL 

RESULT IN IMPROVMENT? 

3. HOW WILL WE KNOW THAT A CHANGE IS 

AN IMPROVEMENT? 

*Source:  Langley GL, Nolan KM, Nolan TW, Norman CL, Provost LP. The Improvement Guide: A Practical 
Approach to Enhancing Organizational Performance (2nd edition). San Francisco: Jossey-Bass Publishers; 2009. 
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http://www.ihi.org/knowledge/Pages/Publications/ImprovementGuidePracticalApproachEnhancingOrganizationalPerformance.aspx
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Steps for Quality Improvement Process,  
“Plan-Do-Check/Study-Act” 

PLAN (Baseline measure) 

1. Describe the problem 

2. Describe the current process 

3. Identify the root causes of the problem 

4. Develop a solution & action plan 

DO 

5. Implement the solution or process change 

CHECK /STUDY  (Second measure) 

6. Review & evaluate the result of the change 

ACT 

7. Reflect & Act on the learnings  

Plan 

Do Check 
 
 

Act 
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Within the PDCA you use QA and QI 
Tools 

Examples: 

• QA checklists 

• Flowcharts 

• Fishbone Diagrams 

• Spaghetti Diagram 

• Counting Chairs 

• 5 Whys (PowerPoint) 

• Gantts 
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Sample  
QA Checklist 
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Sample Gantt Chart 
{Title of project/activity} Due date Staff: Summary information: Date 

completed: 

1.          

           

           

2.           

           

           

{Title of project/activity} Due date Staff: Summary information Date 

completed: 

1.          

  

   

   

  

        

  

   

   

  

        

2.          

  

   

  

        

{Title of project/activity} Due date Staff: Summary information Date 

completed: 

1.          

  

   

        

  

   

        

  

   
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Elisabeth Kubler-Ross 
Five Stages of Grief 

 
Her model is also transferable to personal change and 
emotional upset resulting from factors other than death and 
dying.  
 
1. Denial 
2. Anger 
3. Bargaining 
4. Depression 
5. Acceptance 

 
The bottom line is the person is struggling with a loss or the 
perception of losing something. 
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Remember . . . Most problems are processes, not people. 
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