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Action Planning and
S.M.A.R.T. Goal Development

Presenter
Presentation Notes
The action planning and SMART goal workshop is an activity to assist you in developing a plan for improvement in an area related to quality training. 
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AIM Statement
• SMART Goal of what 

needs to be accomplished 
in a specific period of time

Target population
• Office Staff Professionals
• Processes within the office
• Patients (any type of chronic 

condition or quality measure 
that needs improvement)

Creating your team
Identify direct and indirect 
stakeholders
• Decision makers
• Early adopters
• Subject matter experts

Before You Start Planning…

Presenter
Presentation Notes
AIM Statement - An AIM statement is a clear, explicit summary of what your team hopes to achieve over a specific amount of time including the magnitude of change you will achieve. The aim statement guides your work by establishing what success looks like.

Target Population – Who’s our audience?  Front office, back office, MA’s, PCPs, etc.  

Creating your team – Who are the Stakeholders?  First, determine if there are full-time primary stakeholders or (consultant/indirect stakeholders) to identify who needs to be involved, and at what point and how frequently.  Next, think about the downstream impact or consequence of your change or improvement.  Who might you need to include in the conversation and at what point in time, so that all affected parties are involved at the appropriate time.   

They could an individual, group, or organization, who may affect, be affected by, or perceive itself to be affected by a decision, activity, or outcome of a project.
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 Develop 2 SMART goals
• Can realistically be implemented in the next 6 months

Statement of Innovation

Presenter
Presentation Notes
Think about how you can be creative and innovative in developing your training plans so that you can engage and motivate your staff to action. 

We will be introducing and using SMART goals to accomplish this. 
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Specific (What, Why, How)
• Simplistically written and clearly define what you are going to do

Measurable/Quantifiable
• Tangible evidence to goal attainment

Achievable
• Access to appropriate knowledge, skills, and abilities needed

Realistic/ Results Oriented
• Measure outcomes, not activities

Time Dated

Elements of S.M.A.R.T. Goals

S

M

A

R

T

Presenter
Presentation Notes
Audience Question: How many of you are familiar with SMART Goals?

Specific – Great goals are well-defined and focused.

Goals that are specific have a significantly greater chance of being accomplished. To make a goal specific, the five “W” questions must be considered:
Who: Who is involved in this goal?
What: What do I want to accomplish?
Where: Where is this goal to be achieved?
When: When do I want to achieve this goal?
Why: Why do I want to achieve this goal?

Measurable – A goal without a measurable outcome is like a sports competition without a scoreboard or scorekeeper. Numbers are an essential part of business. Put concrete numbers in your goals to know if you’re on track.

Achievable - Far too often, we can set goals beyond reach.  Keep the focus on what you know can be done in the agreed upon timeframe.
Do I have the resources and capabilities to achieve the goal? If not, what am I missing?
Have others done it successfully before?

Realistic / Results Oriented – Should be based on the current conditions and realities of the business climate. What is your group’s current Strategic Plan?  What business goals did you set this year?

Time Sensitive - Business goals and objectives just don’t get done when there's no time frame tied to the goal-setting process.
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S
• What: Develop 

a training plan

• Why: Improve 
staff knowledge

• How: Training, 
coaching, and 
workshops

M
• Staff are able to 

verbally 
describe the 
HOS questions 
and related 
survey 
measures

A
• Every two week 

training 
sessions / 
workshops until 
all staff 
demonstrate 
competency

R
• Based on staff 

availability, hold 
training 
session/ 
workshops 
every 2 weeks

• Will complete 
training by 
9/2019

T
• Staff will be 

trained by 
September 
2019

S.M.A.R.T. Example #1

5

Develop a training plan to improve staff knowledge and understanding of key 
health outcomes, as evidenced by staff verbally describing Health Outcome 
Survey (HOS) questions and related measures by the end of September 
2019. 

Presenter
Presentation Notes
Walk through example 1
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S.M.A.R.T. Example #2

6

S
• What: IPA 

educators will 
be trained 

• Why: To ensure 
patients get 
onboarded
successfully in 
all IPA groups

• How: Instructor 
let training, 
coaching and 
demonstration  

M
• Educators can 

demonstrate 
delivery of 
course  

A
• Educators 

training the IPA 
groups have the 
skill set to 
perform this task

R
• All educator 

positions are 
fully staffed and 
ready for 
training 
implementation

T
• By September 

2019

All educators at the IPA groups will be trained and able to deliver the New 
Patient Onboarding course, by September 2019.  

Presenter
Presentation Notes
Walk through example 2
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Commitment from 
Leadership

Identify
stakeholders

Resources

Personnel, time, 
financial, 
supplies

Barriers

Staff availability, 
patient 

scheduling, time

Data 
Accessibility

Overcoming 
Barriers

Utilize 
technology, plan 
ahead, ensure 
follow through  

How do we 
measure 
success?

Implementation

7

Presenter
Presentation Notes
Commitment from leadership
In order to be successful you need commitment and “buy-in” from leadership and key stakeholders to ensure success of the project or process improvement.  

Resources
Consider what or who you need to successful complete the project/process improvement
Budget, personnel, time etc.
Barriers
Competing priorities, Staff availability, patient scheduling challenges
Data availability/accessibility
Time constraints

Overcoming Barriers
Planning ahead, anticipate challenges, risk management
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How do you measure success?

Training attendance

Demonstrated process changes

Use of tools, checklist, etc.

Assessment and Measurement

8

Presenter
Presentation Notes
Goals and objectives
Assessing if we met our goals and objectives as stated in our SMART Goals. 

How to measure success: Pre and post evaluations to analyze attendee knowledge, competence, and performance, as will as their feedback, engagement, and agreed upon follow up actions.  

Use of tools
Data analysis: What percent of people who attended your program completed it successfully, increased performance, were promoted, etc.
Comparison: What was benchmark … Did we meet, exceed, and go below that benchmark
Observation – Was there a marked difference in the staff’s awareness, performance, or actions that is visible to those on the outside

Demonstrated process changes
What changes/process improvements can be demonstrated and validated? 

It’s important to track quality and make adjustments where necessary. Even after the project is delivered, quality assurance is often an ongoing piece of the project puzzle
Ultimately, you want to evaluate if the project hit its target and how smooth the delivery was. Were the results implemented quickly and easily? Are the stakeholders, including your team members, satisfied with the results?
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S.M.A.R.T Goal Exercise 

9

Presenter
Presentation Notes
Mike to introduce activity 
Facilitators  will float around to assist groups in drafting two collaborative SMART goals
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SMART Goals

Share with team 
for agreement

Direct and indirect 
stakeholders

Action Plan

Project Plan

Update Project Plan

Share Your Success

Send completed project 
plan with goals to  

AskTheTrainer@scanhealthplan.com

Post Conference

Presenter
Presentation Notes
Smart Goals
Identify SMART Goals
Share SMART Goals with Team for agreement
Identify direct and indirect stakeholders

Action Plan 
Develop Action Plan
Create project Plan
Update Project Plan after every meeting and activity

Share Success
Send completed project plan with goals to SCAN askthetrainer@scanhealthplan.com 
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THOUGHTS?
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