
Patient and Family Engagement (PFE) 
Quickinar Series, Session 3

Organizational Readiness and Engagement
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• Identify strategies, tools, and resources to 
engage leadership and promote buy-in.

• Discuss how PFE benefits your hospital and 
improves satisfaction scores.

• Review strategies to prepare and train staff 
and clinicians for PFE. 

HQIC = Hospital Quality Improvement Contractor



What Is Organizational Readiness?

A measure of confidence that your organization is ready to change.
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Key
Drivers

Commitment
Project Management Institute. Change readiness: Focusing change management where it counts. 2014. 
https://www.pmi.org/learning/library/change-readiness-11126

https://www.pmi.org/learning/library/change-readiness-11126


Cultural Readiness

Does your organization 
embrace change?
• Progressive thinkers
• Innovators
• Risk takers
• Supportive 

infrastructure 
• Early adopters
• High engagement 

– Leadership
– Frontline staff
– Providers
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“Culture is often pointed to as the most prominent 
cause of failure in programs and projects.”

Project Management Institute. Change readiness: Focusing change management where it counts. 2014. 
https://www.pmi.org/learning/library/change-readiness-11126

https://www.pmi.org/learning/library/change-readiness-11126


Capacity Readiness
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Workforce Monetary

PhysicalSkill Set

Time Technological

Resource 
Commitment



Commitment Readiness 

Are all levels of leadership committed to PFE?
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• Leadership support
- From C-suite to 

frontline managers
• Believe in the benefit of PFE
• Focused on patient-centric care

• Strategic priority
• Willing to see through

- From implementation 
to sustainability



3 Keys to Success for any Initiative
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Leadership support

Provider buy-in

Frontline engagement



PFE Champions

• Identify your champions
– Project sponsor/executive leader
– Patient and family advisor
– PFE staff liaison

• Look for informal leaders
– Frontline influencers
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Organizational Readiness Resources
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IHI Improvement Capability 
Assessment Tool

www.ihi.org/resources/Pages/Tools/IHI
ImprovementCapabilitySelfAssessmentTool.aspx

AHRQ Working With Patients and 
Families Implementation Handbook

www.ahrq.gov/patient-safety/patients-
families/engagingfamilies/strategy1/index.html

HSAG HQIC PFAC Roadmap To Success
www.hsag.com/globalassets/hqic/hqic_pfac_

roadmap.pdf

IHI = Institute for Healthcare Improvement
AHRQ = Agency for Healthcare Research and Quality 
HQIC = Hospital Quality Improvement Contractor
PFAC = Patient and Family Advisory Council

http://www.ihi.org/resources/Pages/Tools/IHIImprovementCapabilitySelfAssessmentTool.aspx
https://www.hsag.com/globalassets/hqic/hqic_pfac_roadmap.pdf
https://www.ahrq.gov/patient-safety/patients-families/engagingfamilies/strategy1/index.html


AHRQ One-Page Readiness Assessment
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Agency for Healthcare Research and Quality (AHRQ). Guide to PFE. Readiness to Partner With Patient and Family Advisors. 
https://www.ahrq.gov/sites/default/files/wysiwyg/professionals/systems/hospital/engagingfamilies/strategy1/Strat1_Tool
_14_HO_508.pdf

https://www.ahrq.gov/sites/default/files/wysiwyg/professionals/systems/hospital/engagingfamilies/strategy1/Strat1_Tool_14_HO_508.pdf


The Pre-Work: Addressing The Gaps
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• Create a change-readiness 
action plan.

• Rank by priority.
• Include leadership and 

frontline staff on the 
change-readiness team.

• Ensure the changes are 
constructive and not cosmetic. 

• Incorporate human-centered 
design.

Action Plan template available at: 
www.hsag.com/hqic-quality-series

http://www.hsag.com/hqic-quality-series


The Elephant In the Room—Fear

Fear of 
“Airing Our Dirty 

Laundry”
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• Concerns:
- Select only the “right”

patients/families
- A desire to help; not just

complain

• Mitigate the concerns:
- Application and

screening process
- Orientation
- Confidentiality

agreement
- Start small



For More Information

13 www.hsag.com/hqic-quality-series 



Key Concepts

• Assessing organizational readiness is a 
critical first step to PFE implementation.

• Before you begin a project, assess 
your organizational readiness.
– Cultural 
– Commitment
– Capacity

• Readiness includes:
– All levels of leadership
– Providers
– Frontline staff
– Informal leaders

• Address the gaps before you start.
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Join Us for the Entire PFE Quickinar Series:
1st and 3rd Thursdays

Recordings, slides, and 
resource links are posted 
for on-demand access 
after every session. 

15 www.hsag.com/pfe-quickinars



Check Out the Health Equity Quickinar Series: 
2nd and 4th Thursdays

Recordings, slides, and 
resource links are posted 
for on-demand access 
after every session. 

16 www.hsag.com/health-equity-quickinars
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Thank you!

Questions: hospitalquality@hsag.com  
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This material was prepared by Health Services Advisory Group (HSAG), a Hospital Quality Improvement Contractor (HQIC) under contract with the Centers for Medicare & Medicaid Services 
(CMS), an agency of the U.S. Department of Health and Human Services (HHS). Views expressed in this material do not necessarily reflect the official views or policy of CMS or HHS, and any 
reference to a specific product or entity herein does not constitute endorsement of that product or entity by CMS or HHS. Publication No. XS-HQIC-PFE-02282023-01
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