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Process Analysis (NEWS) Waste Organization  Faster & Cheaper
Safety All Safer
Voice of Patients ‘
Patient diary Concepts
Patient experience T, | en

Patient journey map ‘
Patient shadowing - UVIRE Concern g Purpose

Patient satisfaction survey s
Complaint Sl —

Social media t

Organization Concern
Direction: vision & strategies
Sustainability: efficiency
Success
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Social Change Technological Ch. Environmental Ch. Economic Ch, Political Ch.
Strategic Opportunity: Strategic Advantage: Siratepc Challenge: Vision:
Health Problem:
+ Mission:
| Values:
|
. . Service:
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Core Competency -« 1
| Regulation: -
* : "
External Process Staff: Internal Process
Facility:
e - = -
Technology:
Material:

Supplier/Partner Input Process Qutcome Customer/Stakeholder
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o System
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QI Project
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Conceptual view of a driver
diagram ; ricure2

Outcome Primary Secondary Specific change ideas Change
drivers drivers concepts
n Ideas:
Secondary «——— 1 7 Concept 1
. driver 1 2 g
Primary 3
/ driver 1 1
Secondary c Concept 2
driver 2 6
g Concept 3
Aim or Primary ¢ . Secondary
outcome driver 2 " driver 3 g
7 Concept 4
Secondary o
' driver 4 > Concept 5
Primary
driver 3
Secondary 1;» Concept &
driver 5 N
| J L
¥ ] Y
Key leverage points Specific ideas, concepts
in the system and bundles that could

generate the desired state

[Why] [ What ] [

How

uwirAansaanuuuMslasnulas
¢ Evidence-based/CPG

® Technology

® Organizational knowledge
¢ Value to patient/customer
® Agility/flexibility

¢ Safety/Risk-based thinking
® Quality dimension

¢ Consistency

¢ Simplicity

® Visual management

® Human factor engineering
® Human-centered design

® Humanized healthcare

® Lean thinking

® Manage variation

®  Work environment



““mﬁ‘_\

aniuususavAUNIWANTUWEIUNA (DVANISUKIBU)
The Healthcare Accreditation Institute (Public Organization)

Putting Human Factors into Practice

(] Avoid reliance on memory

] Review & simplify process

] standardize common process

J use forcing functions and constraints
(] Use redundancies

L Take advantage of habits and patterns
[ Promote effective team functioning

] Simulation

 Task analysis & workflow

u Macroergonomics

WHO & IHI Open School
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Change Concepts for Advanced Clinic Access

SHAPE DEMAND

1. Work down with backlog

« Gain immediate capacity

« Temporarily add appointment slots

2. Reduce demand (specialty care)

Build service agreement between primary care and specialty care
Extend interval for return appointment

Reduce demand for physician visits by optimizing team roles
Discharge patients to primary care from specialty care
 Create alternatives to traditional face-to-face interactions
MATCH SUPPLY AND DEMAND

3. Understand supply and demand

« Know your demand

* Know your supply 5. Plan for contingencies

« Consider doing today’s work today « Manage demand variation

« Establish input equity for specialty clinics proactively

4. Reduce appointment types « Develop flexible, multi-skilled staff
« Use a small number of appointment types » Anticipate unusual but expect

« Standardize appointment lengths events

_A,
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Change Concepts for Advanced Clinic Access

REDESIGN THE SYSTEM TO INCREASE SUPPLY
6. Manage the constraint
 ldentify the constraint
« Drive unnecessary work away from the constraint
7. Optimize the care team
» Ensure all roles in practice are maximized to meet patient needs
» Use standardize protocols to optimize use of other providers
« Separate responsibilities for phone triage, patient flow, and paper flow
8. Synchronize patient, provider, and information
« Start the first AM and PM appointment on time
» Do patient registration by phone when confirming the patient appointment
« Check the chart to make sure it is complete, accurate, and present at
appointment
» Use health prompts to anticipate full potential of today’'s need
« Make sure that rooming criteria include having the patient ready
9. Predict and anticipate patient need at time of appointment
« Use regular ‘huddles’ to anticipate and plan for contingencies
« Communicate among care delivery team throughout the day
10. Optimize rooms and equipment
« Use open rooming to maximize flexibility
- Standardize supplies in exam rooms and keep stocked at all times

: an1UusSuUsSOLAUNTWANTUWEIUNA (DVANISUKIBU)
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Empathize
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* @AWNK1 insight LWBWINTE innovative solution
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Innovation Radar

Products
(WHAT) Platforms: e.g.Dysney animated movies,
R&D\( g I m——— b7 health teletext system
0 e
VAN e 2 W : _
" / s \. Solutions: to solve end-to-end
etworking o >\ P
& . customer problems
/\ 4 \ /)

\
20
/ e \,} b o \ \
Channels 1 Tt 5ubstantlallRad1cal Customers Unmet customer needs
(WHERE) | / | (WHO) Underserved customer segment
\ \ /)§\ //\\ / I
N

Sz o
Logistics/ )\ \ & | g
Supply Chain | - / Customer Experience: all touch points &

\?< > / all moment of contact
>

)

/

Value Chain” & B [
Repssgses Revenue Model: how org. get paid, new

Improve efficiency ~revenue stream
& effectiveness e R b

Business innovation is the creation of substantial new value for customers and the
firm by creatively changing one or more dimensions of the business system.

Mohan Sawhny

T ,,*A . = R



Five Skills from The Innovator’'s DNA

ENCOURAGE BEHAVIORAL ? COGNITIVE SKILL TO
TO INNOVATE SKILLS SYNTHESIZE NOVEL INPUTS

Questioning

‘ ‘ ~®
- 8 ~.
Observing\ L
< ‘g Associational

Thinking

Networking

- 4

CHALLENGING
the STATUS QUO

Experimenting
~ &

Clayton Christensen
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6. Process Deployment %1n32U2%n15 1117116

Information & education
Mindfulness

Situation awareness
Process control
Observation, Go & See

Co”ncepts Leadership rounding
Jnan Huddle, AAR & refinement

Context ) )
Slang Purpose ) Design Learning
%1‘:»@0
Improve
Criteria -

2,

Y ¢
AtNwNn
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(B v
Process Deployment UNUTNYDIRINWIITW

® Information
= a e = . [~f -y
*  @adan13U)URe W user friendly uaziilwilagiin
= Ao & o

°  manasyayanInin m Qﬂel?jd’]%

® Education & Training
o {0 & <

. ms?]namumwfuazﬂﬂmﬁmuJ% 79 technical & non-technical skill
® Mindfulness & situation awareness

o Jat danuan uazasznibn lwaa1wn13ateng o
® Process Control

o Y a aa A o -y
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® Go & See
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®* AAR & Process Refinement
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Performance Assessment & Learning

Concepts
Snan
Action
Context ]
Slang Purpose E> Design
KPI
Trace
Feedback
Rapid Assessment
Criteria Maturity level
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wSgunay HA nu A-HA

. HA | AHA

Process (compliance to Performance (result of
requirement) multiple cycle of CQI)
Formative Evaluation Empowerment Evaluation

Above average ->

Expected result Excellence

Evaluation & Measurement & CQI More systematic
Improvement

Average

Effective integration of
Integration Early plans, processes,
information, & actions

Core Values Learn to use Gain from using
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From Process to Process &
Performance Evaluation

Process Evaluation Performance Evaluation
(HA) (A-HA)

Question How do we do our work? How well, how effective?

What are our key issues?
What are our goals?
Standard requirement How to measure our
Hospital context achievement?
Who will be the target groups?
What method of evaluation?

Starting Point

How do senior leaders What is the effectiveness of

Example communicate with the staff? the communication?
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Resources — Activities —> Output — Outcome — Impact
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Competent

Driver Diagram for Reducing In-Patient Falls
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Driver Diagram

Accurate Access Accept
Appropriate Effective Equity
Continuous Efficiency Satisfaction
Responsive Safety

Timeliness
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Process Requirement

Process Requirement
Process & Indicator
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Hand hygiene 5 moments % compliance with SMs

Right technique % right technique
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-flexibility of hypothesis

-testing strategy
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Agile goals, shorter goal cycle, dynamic planning

Simplicity, reduce time for setting goal

Transparency, everyone access to everyone else’s OKRs

Nested cadence: strategy, tactic, operation @wzaamuiidoudu)
Bidirectional goal setting, aligned autonomy, workforce engagement

Ambitious goals, value outcomes (destination) over features (means)
Decoupling reward: separate OKR from compensation & promotion

Fulfill initiatives
Safe-to-fail experiment

Short feedback cycle
Concepts Action
v %2
;man
Initiatives
Context )
Slang Purpose |:> Design
Value to customer OKR Evaluate OKR frequently
Value to organization Objective (e.g. g 3 mo)
& Key Results
Criteria (ambitious,
Y ¢ challenge,
NN focused value-
based goals)
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Performance Assessment & Learning
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Performance Assessment & Learning
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Performance Assessment & Learning
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Assessment Tools Producer Area

McKinsey Organization  McKinsey Leadership & organization

Self Assessment management

Hospital Safety Index WHO Functioning of hospital in
emergencies & disasters

Hand Hygiene SA WHO Hand hygiene

Framework

Medication Safety SA ISMP Medication safety

ISO/IEC27001 ISMS SA BSI Information security

Patient Engagement PCORI Patient engagement

Survey

PEMAT AHRQ Patient Education Material
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8. Performance Improvement

Concepts
3nan
Action
Context . )
Slang Purpose )  Design Learning
%’:b@
Improve
Criteria

Sinouat Spread »é‘:.%
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= Initially, PDSA cycles are most effective
aoiUn 1 - when testing small changes.
MRUNTIINATIUIUIALAN g g9

Teams should strive to “shrink the

nagay c,'i ) Lﬁgq change” to make it more manageable.
For example, if you are thinking of

naaaunmm‘%’aow%’au AU testing:
* Months, try weeks

* Weeks, try days

» Weekdays, try one day or one shift
* All patients, try one population

» One population, try one patient

« All staff, try one department or one
member

Typical PDSA Cycle Example

dh PDSA 4: Get ready for

implementation

Adapted from IHI

Train for Implementation

PDSA 3: Wide-scale test of change

Revise and test with three providers from
different specialties across a mixed demographic
patient set

PDSA 2: Follow-up Tests
Revise and test with two providers and 16 patients

PDSA 1: Small Scale Test
Test with one provider and one patient

Hunches, Theories, Ideas
Introduce written action plans
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9. Spread YY1YNA

Concepts
¥ (%]
g‘nan

Action

Context

Slang Purpose E> Design Learning
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Improve

Criteria
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Leadership for Spread
. msﬂ%’uﬂﬁaﬁaafﬁﬂu key strategic initiative 28984ANTWIB 14?2
. ﬁﬁﬂ%%’ﬁiw@ﬂﬁ{lﬁﬂN@"Iia‘.l_lsl,%ﬂ’]i"llEl’]EJNﬂ‘HiavLﬁJ'?
. wmﬂamamamwmwmsmmm day-to-day spread W30 14?
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Set-Up for Spread
* landunguidvung (adu nibionulnu Nl]’JEJﬂa&IVL%%)'?
*  UnUIBINIBY (pilot site) ‘nﬂivaummmLsﬂwﬁaauﬂ%uma?
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Set-Up for Spread (@la)
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Strengthening the Social System

* lavandudsimnaniunsesunoszuulndnunguithnany?
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aeinals acaaRIInaaaw “all teach, all learn” agn9ls azaaiasu RN
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Value-based Healthcare
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Value-based Healthcare

ABUEARBIANNABINIIVBINIIBUAZENAT

Needs & Experience

of Patients
Lﬂ?\'ﬂ‘vémwgmumdﬂ Evidence & . ] .
Tuanien_waste professiona Social Objectives
lawangwizing People-centeredness
—— HAZIIYSIINITITN

Accessibility
Continuity

33
Clinical Objectives x ”
A iat - : S
PRIOPTIAIENESS Economic Objectives

Effectiveness o
Safety Efficiency
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Simplify & Combine the Model

(3C-PDSA & Value-Based)

People Centered

LG Eifective WO —) sanuuu WG
Efficient
Y

Safe
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Effective Care |

Patient Care
Care plan implementation
Daily huddle, Communication

Monitor & Learning
Multidisciplinary round

Compliance monitor
: : - Outcome monitor
e e e [ Action
Medical record review

Tacit knowledge
Case conference

Gap Analysis, CareMap

6 o a
rCLE Effective BT G0A ) aanwuu haaaia

Identify Gap nMaguaniidszaniug
Patient treatment goal....

Improve

| Clinical CQl
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Efficient Care

Efficient Care Design

Lean - ACtion

Technology
RDU
6 o a
U Efficient B G04 E> 2anLUL R IETRE
Identify Waste mig]l,l,aﬁﬁ %g‘:>0° Resource Monitor
Non value-added process UrzANTA N Utilization Review
Waiting | mprove KPI-control chart

Waste of time
Waste of resources




aniuususavAUNIWANTUWEIUNA (DVANISUKIBU)
The Healthcare Accreditation Institute (Public Organization)

People-centered Care

People-centered Design
Respect value

Coordination & integration People-centered in Action
IEC, empower, inner resources Interaction & relationship building
Physical ENV Rapid response to pat/fam concern
Emotional support Complaint management
Fam & friend involvement

People-Centered | Transition & continuity - Action
Access

Holistic-Human-Suffering

ARy
(4 o A
lang ML ) aanuuy waaaa

. . = o .
Voice of Patient & maguanisiuan “y | Assess Patient Sat. &
Customer Lﬂuﬂugﬂa’]\j Engagement
AMNADINITRALY Survey, focus grou
Sy m Improve y IToup
. qowm"lm KPI-control chart
Rangavin e Lia

_ o P
Patient Journey Map *
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Risk & Safety Management

NILAURBIY/TEUL

Risk Awareness
IEC, Daily huddle
BAR & AAR

Shift handover
Trace & observe
In-process measure
Situation awareness

Risk Monitoring & Learning
KPI-control chart
RCA

analani1soL NlTwan HFE MM Conference
)

Risk Treatment A .
Risk Profile WaINaInu ’ ction ‘
mi@LLaﬁﬂaa@ﬁg LARTAINLRE

ANNLFLIRATY
10 UszL@n

(4 o A
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Improve

Safe

Risk Review

Review preventive measure
Review process design
Review incentive







