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Why Bother with Workflow Redesign?

Catch Errors Before They Happen

Prepare for EHR Installation

Control/Reduce Costs

Do More with Less

Satisfy the (Im)patient

Improve Communication
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U Process List

U Recording Workflows
U Workflow Diagrams

U The 7 Wastes

U Other Tools

U Summarize Workflow Redesign Process




®e
&' List Processes

1.Patient scheduling

2.Patient check-in

3.Patient exams, procedures and clinical recording
4. Patient check-out

5.Referrals

6.Call handling

[ .Prescription refills

8.Claims and billing

O.Lab orders

10.Patient follow-up communications
11.Wellness/outreach




Recording the 15 Minute Office Visit

Action Who Start Stop Elapsed | W | Notes
(min)

Check-in P1 7:28a | 7:32a 417 Queued behind 2 check in.

Fill out forms P1 7:32a | 7:44a 12 | ? Could forms be stream-lined?

Wait in waiting room P1 7:44a | 8:00a 16 | W | Why?

Move to exam room P1/MA 8:00a | 8:02a 2 7? Efficient layout?

Wait in exam room P1 8:02a | 8:10a 8| W [ Why?

Take vitals & info P1/MA 8:10a | 8:16a 6| ? Has to retrieve fAgood] ga
room

Wait in exam room P1 8:16a | 8:28a 12 | W | Why?

Exam P1/MD 8:28a | 8:44a 16 | ? MD repeats questions asked by MA

Wait to check out P1/R1 8:44a 8:50a 6 | W [ R1finishes a call, searches for patient folder,
finds it left in exam room

Check-out P1/R1 8:50a | 9:00 817 R1 has difficulty locating copay info, takes
another call, printer is in another room

Total elapsed 90
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Workflow Diagrams

Start (1 St process step)

Process step
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Predefined
process

6 End (last process step)
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