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Abstract

Performance measurement and inspection management in the treatment sector have significantly
improved preventive and chronic care as well as overall quality in recent years. However, there
is still great variation in the methods of measuring performance levels in treatment department
scales and facilities.

Inspection and Feedback (A&F) is an important component of effective and efficient
performance measurement and can help reduce this variability and improve overall performance.
Previous research suggests that VA Medical Centers (VAMC) with high EPRP (External Review
Program) performance scores tend to use EPRP data as a source of feedback. However, how
EPRP data are used as a source of feedback by individual providers as well as service line,
facility, and network leadership is poorly understood. Therefore, a deep understanding of the
mental models, strategies and characteristics of the feedback process and continuous inspections
adopted by high-performing facilities is essential. This research compares how leaders of high-,
low-, and moderate-performing VAMCs use clinical performance data from the EPRP (External
Review Program) as a feedback tool to maintain and improve the quality of care and treatment.
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