Process Improvement and Analysis 8

Intro

The process of improving an organization is continuous and every changing. In order to stay ahead of the competition in any industry, it’s imperative that companies realize the value of process improvement, even if business is operating smoothly. The Patton-Fuller Community Hospital has recognized an area were process improvement is needed and has formulated an analysis to implement the enhancements. This paper will discuss the process that has been targeted for improvement, the tools recommended to implement the enhancement and includes an as-is flow chart. This paper will also discuss recommendations for the process improvement strategies and how the improvements are linked to the organizations strategic goals.

The process chosen for improvement within the Patton-Fuller Community Hospital is the current patient registration process.  The current process consists of the patient entering the hospital signing a list at the reception or nurse’s desk and sitting down in the waiting room for their name to be called.  Once the patients name is called he or she is required to fill out a stack of paper which consists of insurance forms, liability forms, waiver forms, and providing their insurance card to the hospital for their records.  If the patient does not have health insurance then the patient is required to fill out different paperwork than patients with insurance.  After the patient has filled out all the paperwork it gets turned in to the receptionist or nurse who checks to make sure everything is filled out correctly, this usually results in the patient being called up to make corrections or to sign somewhere that was previously missed or forgotten.  When all paperwork is filled out correctly the patient sits back down and awaits the call from the nurse to go to the exam room or bed.  At this point another employee comes in with a computer on wheels and asks very similar questions that were already answered with the waiting room paperwork.  The employee then enters the information in the computer and takes down the patients name and billing information once again.  After all this the patient then begins to wait for the doctor.


An important aspect of operating a business that often goes unnoticed by people outside of the organization is the process of analyzing a division of the company and improving the overall quality of that operation. A business owner has to be aware at all times of areas that are lagging and may be causing customers problems. Knowing how to address those problems is one way to keep the customer happy, and the business running its best. Another feature to analyzing a process is a company is always able to keep up to date on the latest technology. The medical profession is constantly changing; Patton-Fuller is committed to providing the best care from check-in to check-out. One problem that can occur in the medical field is that workers get into a routine and are less and less aware of problems around them. The workers do not do this purposely, but keeping up with other areas outside of one’s own are hard to do inside a busy hospital. Without analyzing, Patton-Fuller may realize errors in their operational processes too late. By having the process analyzed, experts are able to conduct research on the aspect, then adjust resources where needed in order to make improvements. This alone improves the quality of the hospital and helps keep it in the forefront of the field. Patton-Fuller is committed to making a patients experience at the hospital as far from a doctor’s visit as possible. The one function that the company has gotten the most complaints about from employees and patients is their patient registration process. 


As previously mentioned the current patient registration process is time consuming and may prevent a person from getting into see a doctor in a timely manner. Although emergencies are immediately admitted with the paperwork being done later, people who come in experiencing problems have to fill out many forms before getting admitted.  This process slows the patient’s time by gathering information that may already be on file somewhere else. The hospital requires all the information to be gathered each time a patient arrives. If the patient is there for the first time, the process takes even longer to complete. Returning patients have their information on file, but still have forms to fill out. The proposed improvements in quality are only possible due to the analysis from the research conducted at the hospital. The staff will have a better understanding of what is being done and the patients will benefit due to the improved system.

Analysis of the Process Variability

In order to improve this process, first, the hospital will need to conduct extensive analysis of the variability that exists in the process by looking at the time it takes for patients to go through the registration process in the recent period, such as the past week or past month. The data will allow the hospital to observe the differences in patient registration time as well as correlate such variations with customer complaints recorded during this period. 

Once such data is collected, the next step should be to identify the real or root causes behind such issues related to late or delayed patient registration. The investigation will reveal certain causes such as shortage of staff, negligence on part of the staff to process patients quickly, communication gap or lack of coordination between the various staff and a paper filing system. 

Once the root causes are identified, various alternative solutions should be evaluated in discussion with quality experts, employees involved in the process and other senior employees and an effective solution should be finalized, based upon consensus of all. The selected solution should be then tested and if found satisfied, should be implemented to improve this process. 

For this process, some of the process improvement strategies that can be used include hiring of dedicated staff or allocation of dedicated staff to patient registration, allocation of additional staff during peak hours to process patients, all records can be maintained on a database server and design an online system were an appointment and registration could be made online. The user will just have to register onto the website of the hospital and receive an appointment with the doctor at a time that is convenient for the patient. He or she does not need to visit the hospital just for obtaining an appointment.  This server would allow the easy access of information and chances of misplacing the information are very less, as compared to original system of files.  The database must store all the previous details of the patient, so that if the patient goes to another doctor, the doctor must be able to make out what sort of treatment he or she should provide to the patient.

Another possible process improvement is acquiring or creating a computerized check-in deck for the patients to use. This computerized check-in desk will allow patients to click simply on his or her name once they arrive for an appointment. There will be at least 3 computer stations available where patients are able to complete all necessary paperwork or update information already in the hospitals record system.  Once this is done the medical staff is aware that the person has arrived. The computer screen will display the time the patient arrived and the actual appointment time. This information is useful for both the staff and the patient because it helps keep track of wait times. If there’s an emergency that arises, the screen will be able to display the estimated wait time for the patient to see the doctor, giving the patient the option to reschedule or see a physician’s assistant. This process improvement can help elevate some of the long wait times patients are experiencing.
The next step of process design is to analyze the resources available for the development of the system. Then the designer generates a design of the solution for the system. The design is then presented to the hospital and if accepted the system is then implemented. 

To the Patton-Fuller Community Hospital, one of the most important elements in its strategic plan is to provide the best quality healthcare services to visiting patients in a timely and accurate manner. The process improvement plans discussed here have been conceptualized with this strategic plan in mind. It’s imperative that the healthcare industry continuously seek out ways to bring quality care to patients in ways that can provide a better experience between the patients and their healthcare providers. The process improvement plans discussed in this paper all have the potential to decrease amount of paperwork and waiting time experienced by patients when visiting the hospital. It’s recommended that the hospital use evidence-based practices when decided to implement any new procedure. The hospital will be able to use the analysis conducted to review how much wait time and paper work can be eliminated by using the recommended process improvements. As the improvements are implemented there will be a need for a follow up analysis and maintenance of the new system. The ultimate goal is for the patient to experience as little inconvenience as possible when visiting the hospital for a routine appointment. By following the recommendation it’s believed that the hospital will be able to better service the patients and the community.

Conclusion

Process improvement is an essential element in the business world today, regardless of industry. Process improvement is especially critical in the healthcare field and the staff of the Patton-Fuller Community Hospital are striving daily to do all that is within their power to conduct business in a way that meets customer satisfaction and gives the patients the best possible healthcare in a timely and accurate manner. This paper has discussed the process that has been targeted for improvement, the tools recommended to implement the enhancement and includes an as-is flow chart. This paper also discussed the recommendations for the process improvement strategies and how the improvements are linked to the organizations strategic goals.

As Is Flowchart
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