how the west was
won!

helping clinics work smarter
not harder!

JSI Research and Training Institute
1725 Blake Street, Suite 400
Denver, Colorado 80202

Phone: 303-262-4300
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Fax: 303-262-4395
Email: denver@jsi.com

Audio Conference Objectives

By the end of this call, participants will:

1. Have a deeper understanding of the
value and process of clinic efficiency.
Be able to track patient visits, compile
the information and use the data to
broaden their understanding of clinic
flow.

Clinic Efficiency Sites (2003-2009)
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What is Clinic Efficiency?

“ The fundamental rethinking and close
examination of clinic practices, including
business processes, clinic and patient
flow, staff cross training, clinic layout and
scheduling. These components are key to
bringing about dramatic improvements in
the patient experience and staff
satisfaction.”
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Clinic Efficiency is a “Hub”

Clinic efficiency is seen as the hub for many
guality patient changes and staff improvements
— Next day scheduling
— Improved client cycle time
— Decrease no-show rate
— Increase donations
— Ability to integrate new programs & services
— More patient provider time
— Tools to project your sites’ capacity and demand
— Increased staff and client satisfaction
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the way the west was won:
helping youf clinic work smarter, not harder.

six key elements
1. mave around your patient, instead of moving them.
2 identify your clinicians role and cross train all staff.
3. don't beat sround the bush: communicate directly.
4. focus on starting all visits an time, avery time.
5. identify your capacity and match it to yous demand.
6. come prepared, with all of the tools you nesd.
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the way the west was won:
helping youf clinic work smarter, not harder.
tracking

6 key elements

Move around your patient, instead of moving
them.

Identify your clinician’s role and cross train
other staff.

Don't beat around the bush! Communicate
directly.

Focus on starting all visits on time, every time.

Identify your capacity and match to your
demand.

6. Come prepared with all the tools you need.
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Tips for successful patient tracking

Track “typical” patient visits

Begin at the beginning of the visit (when they enter the
door) and end when they exit the facility

If patient notices attention, let them know you are
studying the health center to shorten patient visit time

Be a vigilant observer
It's not necessary to enter exam room with patient
Do not let fear enter into the patient visit

Remember that the purpose of tracking is to sequence
the tasks and activities used to complete patient visit
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Tracking Data

Cycle Time:

Patient Provider Time (PPT):
Nurse/Educator Time:
Stops:

Non-value Added Time:
Paperwork

Patient check in

Patient check out

JSE

Tracking
sheet:

Feaceims anipn

o T 11:00am e new paient
Taan 10:45am P i 12:20pm

Trahng ier Bk O Tronng Polimeap Vet

Time Description

[ Tracking 10:45a Paperwork completed at 11:00am. Client has been on BCP's.

Discussed her abnormal Pap's - changing her BCP's. Will have

sheet el xam

Client exits clinic.
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e Tracking
sheet

Feaceims anipn

o T 11:00am et Sy new patient

1045am P - 11:42am

Trahng e B O Trumng Potimay Vet

Time.

Description

10:45a

Client enters clinic — goes to front desk. She's waiting for front

desk person to et off of the phone. Paperwork is given to client

Client sits down to complete paperwork. Waiting room is busy -

small children running around and parent on cell phone.

Client receives call and answers phone.

Client returns paperwork to front desk and sits back down.

Patient called back by nurse to exam room. Vitals taken, weight,

height, history discussed. BC method reviewed. Client left alone

to undress.

NP enters room. Performs exam and instructs patient to dress.

Patient needs to use restroom before checking-out

Patient goes to front desk to check-out. Needs to wait for

available front desk person.

Patient pays for visit and is asked for (and pays) donation

Patient waits for pills.

11:42a

Pills given to patient and she exits the clinic.
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Tracking Examples

Appointment Time:
Arrival Time:

Description

Appointment Type:

What does tracking offer to staff

» The opportunity for staff to view the entire

client flow

» Tangible data for planning and patient

scheduling.




What can tracking do for your site

Increased productivity of provider
Reduced visit time and patient wait time
Identify area’s of clinic repetition

Identify how clients spend their time
Identify how staff spend time with clients

Increased insight to your clinics check
in/out process.
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Thinking About Clinic Efficiency?
Participant feedback

“No site is too big or too small.”
“Very clear and answered all of my questions.”

“We are able to openly discuss changes and good
information—no messing around.”

“Great brainstorming and new ideas. Awesome teamwork
approach.”

“Liked the trainer’s expertise working in family planning and
with small sites.”

“New ideas were presented in a way that made it exciting.”

“Positive atmosphere, looking forward to a positive
outcome.”

“I thought that this would be hard and boring with lots of
staff resistance, but | found the COMPLETE opposite.”
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Questions and Next Steps

Contact Patrice Zink

JSI Research and Training
303-262-4309
pzink@jsi.com




