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Fishing for Success

Lean Six Sigma (LSS) Project
Carolyn K. Boardman
Chief, Pharmacy Service/Fisherman
CPT Sylvia Beady
Chief, Ancillary Services/Fishing Guide




Purpose:

e Improve efficiency in pharmacy, wait
time and patient satisfaction report card

e Project Goal:

90% improvement in wait time within 30
minutes

90% patient satisfaction survey report card

Project Y’'s

Baseline GOAL units
Wait Time 25 90 %

Satisfaction Survey Report 36 90 %




BT VICITIPESS s

Champion: Dept ommander of Health Service

PESMEE Chief, Ancillary Services

Chief, Pharmacy Services

Pharmacist

Pharmacy Technicians (3)

Hospital Specialist, Clinical Support Division

Secretary, Ancillary Services

Consulting Members/Customers: Chief, Quality Management

Patient Advocate Representative

Chief, Logistic
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ImpreVing PIM__Efficiency — “Producing| Results with Little Waste’

[Define Phase: 5M's & 1P]
Men e ————
Materials “(P&sonnely =

Grey Cart (Lisaj Lack of/limited Information to patients

Service after P2K Mail Roxgs Increased patient Wait time

Nahle

Viacessan software — more steps
- Key Box & more training
Q-Matic estimated Wait Time

vs transaction time
A
i\

Red Bins Exemption from duty (golf cart)
Sign in board posted

Lo N Help w/ Office Supply
-\ Staff shortage per day

hred it: Move to new side (Tom) Stop Pick-point Support

Patient complaints

SO s Increased Staff workflow

TV (Tom)

» Efficiency

Prepackaging
(volunteers)

Schedules
(2wk/4wk/6WK) Faxed orders not rec’d or incomplete

Staff office (mbr teams:

System failure (audio 58.59.60.61

galSscomputer) Data South Printer location

Prepacks (fast mover)

Key Control Interview Rm Zebralehiiels

LCD Screen

Mother Nature

. Machine
(environment)
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Process Observation:

TIME of DAY PATIENT #= STEFP OBSERWATION ACTICNM

10:22:00 AA 1 Pt presents at windaow

10:24:00 2. A FPhartrm. returns to windows

FPharm. places R in bag

FPharm. explains meds

FPharm. provides info sheets

Pt leaves windows

Fharm. “Work=s on P, pulls up next Pt

Ft presents at windows

Fharm. Gets up to get RHXx

Fharm. Set printout from printer

Fharm. Throws out excess labelsSprintout
Fharm. Assembles Hx (multiple)

Fharm. Initials R

Fharm. HFeturns to wwind owe

Fharm. Discusses with Ft.

Fharm. Puts R¥ in bag; inserts info sheet
Fharm. Chats with Pt

Ft leaves window, Pharm. Pulls up next Pt.
Ft #3 presents at window

Fharm. FPulls up data

Fharm. Sets up from P, and goes to printer
Fharm. “"“Work=s at Pharmacy 2000 scanner
FPharm. Sets Rx

FPharm. Brings HX to window and sits down
FPharm. Sets bag and puts RX inside
Fharm. Discusses with Ft

Ft leaves.

Pharm. Closes out last Pt; brings up Pt &4
Pt 4 presents at the windows.

10: 2500 201
1026500 A
10:26: 530 A
10:277:00 A0
10: 2500 A0

10:29:00 A0

— | — | —
N=00~NO0M&eWN=2N=000~00sUKN=004%800HK-=

10:571:00 AN

10: 5200 Ak

10:534:00 2001

10: 53450 A
10:535:00 A

O S N O OO NN TN TN T TR e




Process Flow chart:

Llifference Hrocess otudy Mo 1 lotals
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Baker Cell

Window #1

Window #2

Refill

Refill

Admin Area
Staff Work
Stations
Sterile Room
Supply Office
] | Rx Shelf Rx Shelf

Rx Shelf

Rx Shelf |

Rx Shelf

Fill Station

Rx Shelf

Window #

Window #

Rx Shelf

Window #

Rx Shelf
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High Level Process Map

INPUTS
Think & W's

INPUTS

BIG Project Y

OUTPUTS

flan
Wlachine
laterial
Wlethad
leasme

ather Earth

Staf

CHCS

Pharmacy 2000

PraviderLevel sunvey Repor

(-Matic Walt time report

Pharmacy Wait
Time

Timeliness: < 30 minutes

Patient Satisfaction: 90%




Clarify the Process

F’FOCESSZ Pharmacy Wait Time

Project

Process Inputs (X} Type Process Step Cutput )
Fatient arrives &y
Pharmacist press button to select next patient i r e o
C-rnatic displays the next category & available window
Fatient views ticket number

1. Call Button

Elimate potential
medication
Pharrmacist check patient demographics with 1D card Errors
FPharmacist reviews warnings for new Rx (AHLTA
entered)

Pharrmacist enters new Rx (Hard Copy)

Fx barcode labels are printed (Hard Copy)

Mew Rx orders printed (AHLTA entered)

=can Rx (Hard Copy)

2. Screening

Six Sigma Low Level Process Map
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Dissecting the Process

Pharmacy Wait Time
Cause and Effect Matrix
Customer
Rating of Importance to Customer >>| 8 10 Rating 0-10
W | .
ag| S
i 1]
EE[EE
Process Ste Process Inputs EYRovR Tatal
1 Call Button Pharmacist press button to select next patient g g 162 Ranking
2 Call Button Cl-matic displays the next category & available window g g 162 0
3 Call Buttan Patient views ticket number 9 g 162 1
4 Screening Pharmacist check patient demographics with ID card g ) 162 3
c Screening E:taerrrgj)mst reviews warnings for new Rx (AHLTA 5 3 152 .
12 Filling Station Staff fills Ry from Accumed or shelf g ) 162
13 Filling Station Ry delivered to designated window g 9 162
14 Filling Station Pharmacist checks Rx g ) 162
16 Dispense Rx Patient receives Rx instructions g 9 162
B Screening Pharmacist enters new Rx (Hard Copy) E, 3 102
10 Filling Station Staff review p-2000 label 1 9 98
& SCreening Mew Ry orders printed (AHLTA entered) 3 3 o4
7 SICreening Fyx barcode labels are printed (Hard Copy) 1 1 18
9 Screening Scan Rx (Hard Copy) 1 1 18
11 Filling Station Scan p-2000 label in filling screen 1 1 18
15 Dispense Rx Pharmacist visually checks & scan Rx in p-2000 1 1 18
17 a

Six Sigma C&E Matrix
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Analyze: Wait Time vs. Week Day

Sept 2006 Wait Time vs Week Day
0:0q:00 0:3(::00 1:0(::00 1:30:00 0:0(I):00 O:30I:00 1:0(::00 1:30:00
7:00 8:00 9:00 10:00
Mon 1| E— ——T1 %} ——T %}
Tues mm] | I T co——
Wed | g I I —T1— —{—1—
Thur - s s B —n-
Fri— —T T T —— T
11:00 12:00 13:00 14:00
% T —_Tr—— ——T — — Mon
() T R I — I - [ I EE— — Tues
_;f, —{—T e I —T — T3 R — Wed
%’ = e o T+ — Thur
—Q— T 1 - —{ T3} — T — Fri
15:00 16:00 17:00
Mon Oo—— ——1 - 1 T —
Tues | I E— —]— 1 s I —
Wed —{Ir —T 1 ———T1T 31—
Thur - o— - ——T
Fri— e I E— —— T E I —
) ) ) ) ) ) ) )
0:00:00 0:30:00 1:00:00 1:30:00 0:00:00 0:30:00 1:00:00 1:30:00
Wait Time
Panel variable: Hour




Fallure Mode & Effects A

nalysis

Potential | | otential Potential 0 Current R Actions
Process Step Key Process Input _ Failure v C T H |Recomme | Resp.
Failure Mode Causes L Controls P
Effects nded
‘What is the process ‘What iz the Key Process Input? In what ways does | What is the ?E: ‘What cauzes the “-5 ‘What are the % ‘What are the Wha's
shep the Key Input go impact on the E ey Input 1o go 2 eisting e actions for - [ Responsible
wrong? k.ey Clukput E wrong? E contrals and E reducing the for the
‘Wariables - e procedures % occurrance of | recommend
[Customer = E [inspection e the Cause, or| ed action?
FRequirements) E % and test] that E improving
or internal E a prevent either ﬁ detection?
requirements? - S the cause ar o Should
ﬁ E the Failure E have
@ e Mode? = actions
% Z Should : only on
i3] I include an ID high RPN'=
H S0F or easy
= number. fizes.
1. Oelay in pressing | Patients distractions or SputStaff Skaff Staff
the button continue bowait interruptions visual checks reminders!
Call Button 1 g wirk Ao g 400 | reinforeement
Pharmacist press button to select next patient
Inattention to G- Staff checks Staff Staff
matic pricrity wait time an reminders{
10 setting! E ticket 4 240 |reinfarcement
configuration [not
uzing wiew all]
2. E-matic Increased wait Equipment{power Troubleshoot Perfarmthe  [FPharm
inoperable time dus o Failure uzing required AlSE0
pending work. operatar's maintenance | [Oennis)
order 0 1 manual; online 1 0 [i.e. power Bzzitant
tech suppoart downt internal | AIS50
daily reset) [Phil; IMD
3. Priorities on PC | Patients FCis not set up ta Staff checks Staff Staff
are wWrong continue bo wait 0 select appropriate g wait time an 4 40 reminders!
andfar desired ticket reinforcement




Pharmacy Wait Tine Pharmecy Wait Tine by Tinre of Day
August 2006 August 2006
501 Morning Afternoon
— - %_
401 — ] - | _
Area to improve
> _— ] Longest
Q' 304 | e = M wait time
o o 204 =
) =
O ] o
(O] ] - _ Q I
L 201 T 159 A | _/_\%
10-
104 ||
5_ “ -
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Wait Time Wait Tine
Q-Matic Daily Category Q-Matic Daily Category
CHCS-Volume Summary Report
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L 1000
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Processes Under Improvement:

e Communication

e Organization

e Staff involvement/awareness
e Overall walt times
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Control Process:

e Allow the changes to set in(the hook!)
e The patient fisherman is rewarded
e Switch fishin’ holes/styles/bait
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5 g can be 0 everyone even
VED tarlans'
_|F

SNE proper fishing guide is crucial

SH00 many: fisherman rocking the boat?
=FEish from shore or wade in!
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Cast away and see how many improvements
you can catech!




