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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 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

Results

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

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

&

39

19
15

0

10

20

30

40

50

APR ‐ 1 7 MAY ‐ 1 7 JUN ‐ 1 7

AVERAGE  WAI T   F ROM  
RE F ERRA L   TO   F I R S T  

APPO INTMENT  
( CAT EGORY  1 )

Data Target

80 79

43.5

0

20

40

60

80

100

A P R ‐ 1 7 MA Y ‐ 1 7 J UN ‐ 1 7

AVERAGE  WAI T   F ROM  
RE F ERRA L   TO   F I R S T  

APPO INTMENT  
( CAT EGORY  2 )

Data Target

365 365 365

0

100

200

300

400

A P R ‐ 1 7 MA Y ‐ 1 7 J UN ‐ 1 7

AVERAGE  WAI T   F ROM  
RE F ERRA L   TO   F I R S T  

APPO INTMENT  
( CAT EGORY  3 )

Data Target

4

3.05  3.25 
3.58 

3.26  3.28

2.73 2.83 2.88

0
0.5
1

1.5
2

2.5
3

3.5
4

4.5

E S T .  
2 0 1 5   ‐
2 1 0 6

NOV ‐
1 6

DEC ‐
1 6

J AN ‐
1 7

F EB ‐
1 7

MAR ‐
1 7

APR ‐
1 7

MAY ‐
1 7

JUN ‐
1 7

AVERAGE  WAI T ING  ROOM   T IME   ( HOURS )

Data Target



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.0000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness false
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /CropColorImages false
  /ColorImageMinResolution 300
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages false
  /ColorImageDownsampleType /None
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages false
  /GrayImageMinResolution 300
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages false
  /GrayImageDownsampleType /None
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages false
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName ()
  /PDFXTrapped /False

  /CreateJDFFile false
  /DefaultDocumentLanguage (English: UK)
  /Description <<
    /ENU ([Based on '[High Quality Print]'] Use these settings to create Adobe PDF documents for quality printing on desktop printers and proofers.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)
  >>
  /Namespace [
    (Adobe)
    (Common)
    (1.0)
  ]
  /OtherNamespaces [
    <<
      /AsReaderSpreads false
      /CropImagesToFrames true
      /ErrorControl /WarnAndContinue
      /FlattenerIgnoreSpreadOverrides false
      /IncludeGuidesGrids false
      /IncludeNonPrinting false
      /IncludeSlug false
      /Namespace [
        (Adobe)
        (InDesign)
        (4.0)
      ]
      /OmitPlacedBitmaps false
      /OmitPlacedEPS false
      /OmitPlacedPDF false
      /SimulateOverprint /Legacy
    >>
    <<
      /AddBleedMarks true
      /AddColorBars true
      /AddCropMarks true
      /AddPageInfo true
      /AddRegMarks true
      /BleedOffset [
        0
        0
        0
        0
      ]
      /ConvertColors /NoConversion
      /DestinationProfileName ()
      /DestinationProfileSelector /NA
      /Downsample16BitImages true
      /FlattenerPreset <<
        /PresetSelector /MediumResolution
      >>
      /FormElements false
      /GenerateStructure true
      /IncludeBookmarks false
      /IncludeHyperlinks false
      /IncludeInteractive false
      /IncludeLayers false
      /IncludeProfiles true
      /MarksOffset 6
      /MarksWeight 0.250000
      /MultimediaHandling /UseObjectSettings
      /Namespace [
        (Adobe)
        (CreativeSuite)
        (2.0)
      ]
      /PDFXOutputIntentProfileSelector /NA
      /PageMarksFile /RomanDefault
      /PreserveEditing true
      /UntaggedCMYKHandling /LeaveUntagged
      /UntaggedRGBHandling /LeaveUntagged
      /UseDocumentBleed true
    >>
    <<
      /AllowImageBreaks true
      /AllowTableBreaks true
      /ExpandPage false
      /HonorBaseURL true
      /HonorRolloverEffect false
      /IgnoreHTMLPageBreaks false
      /IncludeHeaderFooter false
      /MarginOffset [
        0
        0
        0
        0
      ]
      /MetadataAuthor ()
      /MetadataKeywords ()
      /MetadataSubject ()
      /MetadataTitle ()
      /MetricPageSize [
        0
        0
      ]
      /MetricUnit /inch
      /MobileCompatible 0
      /Namespace [
        (Adobe)
        (GoLive)
        (8.0)
      ]
      /OpenZoomToHTMLFontSize false
      /PageOrientation /Portrait
      /RemoveBackground false
      /ShrinkContent true
      /TreatColorsAs /MainMonitorColors
      /UseEmbeddedProfiles false
      /UseHTMLTitleAsMetadata true
    >>
  ]
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


