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Purpose:

Improve efficiency in pharmacy, wait 
time and patient satisfaction report card
Project Goal: 

90% improvement in wait time within 30 
minutes
90% patient satisfaction survey report card 

Baseline GOAL units
Wait Time 25 90 %
Satisfaction Survey Report 36 90 %

Project Y’s



Team MembersTeam Members
Champion:  Champion:  Deputy Commander of Health Services

Team:Team: Chief, Ancillary Services

Chief, Pharmacy Services

Pharmacist

Pharmacy Technicians (3)

Hospital Specialist, Clinical Support Division

Secretary, Ancillary Services

Consulting Members/Customers:      Consulting Members/Customers:      Chief, Quality Management

Patient Advocate Representative

Chief, Logistic



DMAIC MethodologyDMAIC Methodology

•• DefineDefine
•• Measure Measure 
•• AnalyzeAnalyze
•• Improve Improve 
•• ControlControl



FishboneFishbone

Define Phase: aka The Define Phase: aka The 
BaitBait



Efficiency

Method

Lack of/limited Information to patients

TV (Tom)

Increased patient Wait time

Improving Pharmacy Efficiency Improving Pharmacy Efficiency –– ““Producing Results with Little WasteProducing Results with Little Waste””
[Define Phase: 5M’s & 1P]

Grey Cart (Lisa)

Key Box

Flammable Storage

Red Bins

Shred it: Move  to new side (Tom)

Key Control Interview Rm

Mother Nature 
(environment)

Copy Rm 

Q-Matic estimated Wait Time 
vs transaction time

Data South Printer location

Zebra Printers

Machine

Help w/ Office Supply

Stop Pick-point Support

Exemption from duty (golf cart)

Prepackaging 
(volunteers)

Materials 

(???) Service after P2K

Safety (ECC)

Prepacks (fast mover)

Men

(personnel)

LCD Screen

Mail boxes

Schedules 
(2wk/4wk/6wk)

Sign in board posted

Staff office (mbr teams: 
58,59,60,61

Cork board (break room)

Measurement  

Faxed orders not rec’d or incomplete 

Macessan software – more steps 
& more training

Staff shortage per day 

Patient complaints
Increased Staff workflow

System failure (audio 
care, computer)



Current Current 
Process Process 
FlowFlow

Lean Tool Box:Lean Tool Box:



Process Observation:



Process Flow chart:
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Process Process 
MapsMaps

Define Phase Define Phase continuecontinue



High Level Process Map



Clarify the Process

Six Sigma Low Level Process Map



Cause & Cause & 
Effects Effects 
Matrix Matrix 

Measure Phase Measure Phase 



Dissecting the Process

Six Sigma C&E Matrix



Box Plot Box Plot 
Chart & Chart & 
FMEA FMEA 

Analyze Phase: The Analyze Phase: The 
Ultimate Fishing HoleUltimate Fishing Hole
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Failure Mode & Effects Analysis



CHCS-Volume Summary Report
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Key Points Key Points 

Improve Phase: Improve Phase: 
Perfecting the CastPerfecting the Cast



Processes Under Improvement:

Communication
Organization
Staff involvement/awareness
Overall wait times



Key Points Key Points 

Control Phase: Waiting Control Phase: Waiting 
for the Bitefor the Bite



Control Process:

Allow the changes to set in(the hook!)
The patient fisherman is rewarded…..
Switch fishin’ holes/styles/bait 



Summary:Summary:

•• Fishing can be for everyone, even Fishing can be for everyone, even 
vegetarians!vegetarians!

•• The proper fishing guide is crucialThe proper fishing guide is crucial
•• Too many fisherman rocking the boat?  Too many fisherman rocking the boat?  

Fish from shore or wade in!Fish from shore or wade in!

Cast away and see how many improvements Cast away and see how many improvements 
you can catch!you can catch!


