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The Team 
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Our Goals 

! Improve patient flow and leadtime thru clinic 

! Obtain satisfaction surveys from 25% of 
patients 

! Increase volume and revenue by 25% for 
Primary Care Clinic 
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What We Did 

! Learned about QI 

! Mapped our process 

! Observed the process 

! Identified opportunities 
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Started with a Map 
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Flow Aids in Front 

! New Appointment 
Script 

! Especially new pt 
records 

! Patient needs at 
1st appointment 
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Flow Aids in Front 

! Eligibility Script 

! Ask for address & 
phone number to 
improve records, 
less returned 
mail, etc.  

! Added lab 
payments  
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Early & Late Arrivals 

If Early If Late 
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Set-up a Tracking Tool 

! In & Out time at each 
spot 

! Comment field 

! Near term, every day 

! Longer term use, 
TBD 

! Outliers can review at 
huddles 
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Improved Referral Log Sheet 

Before & After Referral Log – Info in 1 place 
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Chart Making Area 

Easier reach for forms 

Old charts off floor 
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Staff Efficiency  

Adding doorbell to alert 
staff to a ready chart, 
vs. walk to look. 
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Staff Efficiency 

Forms at Triage Room Forms at Trauma Station 
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Satisfaction Surveys 

! Handing out at 
Registration 

! Collecting at Billing 

! Adding box to lobby 
for WIC and others 
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Increase Revenue 

! Better addresses, phone numbers to improve 
contacting, billing, etc. 

! To evaluate appt reminders closer to appt. (2 
wks vs. 2 or 3 days) 

! More consistent messages and handling of 
patients 

! Smoother flow thru improved efficiencies 
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Other Items 

! Reducing appointment reminder letter volume 
and to evaluate further 

! Conducted Employee Satisfaction Survey last 
week and to do comparison survey in approx 3 
months 
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Open Items 

! Ulva to lead open issues session(s) 

! Need to purchase a better doorbell 

! Purchase flags, collection box 

! Investigate securing better counter and form 
holder in Record Room. 
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The Newspaper 

Completed and Open Items – Total of 23 
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The Process Itself 

! Intense and tiring week 

! Making changes can be hard 

! Got a lot done, more to come 
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Closing 

! Questions 

! Comments 

! Thanks for attending 


