E CLINIC REDESIGN

Case for
change

Goal : To create a sustainable Westmead Hospital Ophthalmology
Eye Clinic service

Objectives :

=» To improve patient access by reducing the waiting time from
referral to appointment booking from 12 months to 6 months by
August 2017

=» To improve the patient flow through the clinics by reducing the
average patient waiting time from arrival at the clinic to being
seen by the clinician from an average of 4 hours to 2 hours by
August 2017

What tools we used

=» Workshops to map the business processes and to find out the
issues

Data analysis using IPMs 2013 FY — current

8 patient interviews and 8 patient observations

100 patient wait time surveys

110 patient Carer Head Counts

Staff satisfaction surveys
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What we discovered

=» 105 issues identified during diagnostic phase

=» No written referral guidelines for referring health professionals
=» Delays in all phases of referral received in the clinic, triage and
appointment setting

20 days to receive a referral outcome for potential patients
9% of referrals are sent back to referrers because incomplete
information discovered at triage

19% of patients are new to the eye clinic

28% of presentations are walk ins

5875 walk in presentations in 2016

45% of referrals come from General Practitioners

2 % of clinics are booked optimally with 20 patients per hour
1% of discharge is recorded

0% check in accuracy

No data baselines for wait times

13

L 2 2 2 2 2

What we implemented

Access and triage guidelines

=»  Clinical criteria with inclusions and exclusions
=»  Triage categories including timeframes

=»  Waitlist management

TBC — www.whereyougetourguideliness.nsw.gov.au

Develop and implement bookings policy and
procedure and waitlist management

=»  Categorised new and follow-up appointment
system

=»  Appointment slots according to actual time it
takes to see multi-disciplinary team

=»  Urgent appointment slots

Administration protocol for collection of data at
reception

=»  Outpatient registration guidelines

=»  Weekly audits

=»  New check-in and check-out processes

Team huddle with communication board

=»  Team huddle with medical, allied health and
administration

=» Communication board for a snap shot of clinics
on the day

Website for referring health professionals and e-
referral form

=»  Eye clinic website linking to Westmead Hospital
explaining referral criteria and process

=»  Electronic referral form with minimum data set
requirements

=»  Publicise website and e-form

TBC - www.wslhdeyeclinicwebsite.nsw.gov.au
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