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BACKGROUND:

St. Clair Hospital is a non-profit independent 329 bed

(1) It takes time for an improvement culture to mature— be patient.
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hospital in Pittsburgh, PA with about 2400 employees
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satisfaction. Its focus is making the right thing for customers/patients/students easier for build-

e categvers cachers t provide. EVOLUTION OF AN IMPROVEMENT e | (S ) — | ]

. | . | N f in N ﬁn_ resulted in change result in change
One of the core tenets of the Toyota Way is a deep re- : PAPER-BASED SYSTEM (i.e. identifying and de
, , , , A Transformational Moment . ing problems) that lead to
spect for the expertise of its frontline workers. Organi- ER Patient Satisfaction ( l | ’ L I | ’ RE . B PROS:

zations that adopt this approach develop every employ- B + Low-tech, low cost more fruitful and mean- | Most ideas s 70 Nowmost ideas
. . . . Journey Begins o . . . . impacted Staff __ impact Qualit
ee as scientific observers of their own work and design = 2006 New CEO + Visible, tangible, accessible ingful change: Satisfaction o mprovement
. . . NS:
systems to support employees as full participants in v . Building support within (D CONS
iden tifying and solving problems every day E management team + Limited space for information
E + Invisible to other departments . A 9 : : . - : -
Bv everv measure—natient safetv. aqualitv of care. pa- _ How did St. Clair improve engagement year over year? A major factor was making participation in KaiNex-
. y ry . . P . Y, 4 . y » P & BIJEIITIIESBEH%[I;HES 2008 = Lean journey | + No aggregate reporting without inten- . o .
tient satisfaction, financial strength—this journey has e forms St. Clair Hospital ER . Training middle mgmt n the language . b crins o . | interventi us (the new electronic platform) one of the organizational goals that is tracked and reported on at every
o . . . . ) ) Vanacturing principles meet mecical care and methods of continuous improvement f e 1] SIVEé manual Intérvention
taken St. Clair in the right direction, beginning with the ’ . Early “win” in one department (the ED) s e monthly leadership meeting. The goal has both a quantity and a quality component: in order to be counted,
. . . . « Expansion of training to all employees i B | e T T . . . . . . . . - .-
dramatic turn-around of its struggling Emergency De- % } o } o } o } % } o } o } : } o } Q4} o } o } o } o 2010 Physical ’ — = N — ELECTRONIC SYSTEM an improvement must include quantitative data—a simple indicator of using the scientific method.
partment, one of the busiest in western Pennsylvania. “Employee PROS:
« Introduction of platform for transparency s
and communication within departments Idea BOa I‘dS + Transparency and visibility org-wide
InPatient (Acute Care) Satisfaction around improvement—a low-tech, highly go h ospital | _— g All f llab . d « 99
. e .9 . . _ 00 - visible and accessible invitation for employee - Snapshot in o (G o M G ¢ OWS Tor collaboration across depart- ¢¢ 2) ?
Key attributes of St. Clair’s successful improvement jour e —— partidpation’. i 4 . BN, Do | ’ (2) “Improvement” work doesn’t have to mean “extra” work.
ney. E o Journey Begins 1 « Encourages frequency, depth and contextual- ments and locations
- : o] fzation of improvermer —_— - - + Supports scientific problem solving with ¢ Healthcare professionals and managers are already fighting fires and solving problems every day; becoming a continuousl|
(1) Leadershlp from the tOp—fL'lll support of the CEO and COO 8 10 « Anecdotal snapshots of improvement activi- . - - P 5 y g & &P Y Y & Y
(2) A person dedicated full time to supporting organizational S0 now "'S'b"’fé’,ii;'i?&'ﬁfi’ﬁﬁi&"ﬁﬁ Z:Z:Zi Electronic idea ‘_ templates/prompts improving organization doesn’t have to mean adding more problems to the pile, it means becoming systematic, disciplined
culture change and improvement = S lection & - - + Data! Aggregate Reporting for easy and scientific about how you solve your daily problems. And as you get more systematic about truly solving problems instead
(3) Adoption of a single organizational “language” for improve- - - 2015 ———rn— ﬁ?alfgglz:'lent ; 9 measurement of improvement culture of building temporary work-arounds, you begin to reduce the number of fires you have to put out and win back more minutes
P 5 5 SPES P + Transparency and aggregate repor CONS: in your day which you can then reinvest in building even greater stability and standardization into work processes
ment, making it easier to communicate and problem solve within as well as across departments and locations facilitate more systematic problem system N : Y Y Y 5 5 Y P '
provide archives for organizational (KaiNexus) is + Requires investment in software and
(4) An early “win”—proof of concept that this approach works in our organization and facilitate transfer of kn | hed training ¢ Beware the quota system for stimulating participation at the departmental or individual level.
auncne
(5) A universal platform for communicating and documenting improvement—you cannot improve what you can- + “Hidden” inside computers Quality not quantity. Use tracking systems for the visibility they provide into the quality of your organization’s problem solv-
not measure ing skills, not to drive quantity. Don’t waste time incentivizing people who already feel they have too much to do to game

I THE GOAL: THE METRICS WE CAN CAPTURE:

¢ Use your improvement tracking system to document work that leadership is already required to do.
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