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Problem statement
includes assumption of
causality: “.. free up space”

If we open a Medical Ad
Unit we can free up space in the ED
and reduce our ED LOS.

Statement indicates
‘obvious’ solution:
“...open an MAU”

1. Secure Space

2. Finalize Design

3. Develop Admit
Criteria

4. Launch Unit

High ED LOS




Remodeling Reduction

Satisfaction Satisfaction

Y /

Current  Target

I. The child’s mother didn’t work between birth and kindergarten | Positive

2. The child's parents regularly take him to museums Positive

3. The child frequently watches television Positive

4. The child has many books in his home

5. The child’s parents read to him nearly every day Positive




In 2000 and 2001
Amazon.com received
the highest customer
service score ever
received by any
American company on
the American Consumer
Satisfaction Index

New secondary triage nurse
added to reassess patients
ing more than one hour

Added new bed tracking
software to improve patient
monitoring and flow

Added new amenities (TV,

refreshments) to improve
patient experience

Clinic Requirements
* New staff

* New facility

* New processes




Process

f = 5 -

Maximizing Existing Resources
Delivering on the Promise of Real Improvement

Construction Costs Avoided with More Efficient Processes
300-Bed Hospital'

Process changes diminish

$449M _ $302M perceived need for major

—="""| construction project by 67%
$147M Ensures that resource

- ‘ additions are actually
beneficial to overall
Original Project:  Process  New Project: process performance
Improvement 34 Beds

/104 Beds ppLoe
/$45M nerotueet s gism

Focusing on the Middle

The Benefit of Managing the Process

Existing

Benchmarie
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Sets new performance
standards to gauge
ongoing success

Resources

Yo
S

Improves utilization
of existing resources
by deploying where
most appropriate

Transferring Gains

Improvements can
be disseminated to
other areas

ADVISORY BOARD ACADEMIES
Transformational Leadership

WEATHERING THE STORM

1) Lead with Vision, Not Alarm

2) Manage for Value, Not Cost

3) Start with Problems, Not Solutions
4) Work on Drivers, Not Measures

5) Concentrate on Process, Not inputs







