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Introduction: In alignment with the conference’s first theme, this paper draws on qualitative
research to address issues of change management implementation at the meso-level in
integration. It uses a case study of integration efforts as they played out during the first wave of
the COVID-19 Omicron variantin Alberta, Canada to identify practical ways of doing organization-
to-organization integration in Primary Care (PC).

Background: While the existing literature describes three high-level approaches to enabling the
integration of health and social systems in a range of contexts, it is unclear how stakeholders in
PC and health system organizations might practically operationalize these approaches. How,
specifically, should those stakeholders go about: enacting a pro-integration culture; doing the
relationship work required for integration; and communicating to support integration? Put
differently, what are the practical change management behaviours that give life to these three
key approaches and make integration real?

Approach: A subset of semi-structured interviews with key informant stakeholders was drawn
from a larger study of policy and change management implementation under pandemic conditions
in Alberta, Canada. Participants in these interviews were directly involved in efforts to integrate
PC into the province’s health system response to COVID-19 generally, and specifically into the
response to the Omicron wave. The 10 interviews averaged 65 minutes in length and included key
informants from both independent PC and central health system organizations. The Interpretive
Description technique was used to analyze the interview transcripts and so identify practical
enactments of pro-integration culture, relationship work for integration, and integration-
supportive communication.

Results: Key ways of enacting a pro-integration culture included: sending signals with staffing
choices; making personal expressions of commitment to the values of integration; and ensuring
communal commitments to those same values. Doing integration relationships involved: following
through on rhetorical commitments; and persevering at proving oneself in the eyes of
counterparts from other organizations. Finally, communicating in ways that supported integration
involved: bidirectional communication that included listening as well as talking; the elimination of
intermediaries to close the social and knowledge distance between PC and health system
stakeholders; and actuating a mix of formal and informal communication channels rather than
relying on purely formal committee work or informal contacts.
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Conclusions: Practical steps towards achieving meso-level organization involve making high-
level approaches to culture, relationships, and communication real in everyday behaviour. Efforts
tointegrate PC into a broader pandemic response in Alberta Canada provide a window on these
specific change management implementation behaviours and so how to ‘do’ integration. Doing
pro-integration culture involves sending signals through staffing choices, personal, and group
commitments. Doing integration relationships involves following through on commitments and
persevering. Doing integration communications involves listening as well as talking, closing the
distance between stakeholders, and taking advantage of formal and informal channels.
Stakeholders seekingto integrate at the meso-level may wish to consider these practical actions.



