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	Pampa Regional Medical Center: Staff works
to improve the ‘patient experience'

By JULIE ANN THOMPSON
The Pampa News 

[image: image2.jpg]



Courtesy Photo Karon Harmon, LVN, and Robert Saiz move certain supplies to patients’ rooms to make the admission process at Pampa Regional Medical Center flow more efficiently.

No one likes to go to the hospital ... it can be scary, frustrating and let's face it, hospitals smell sort of funny. However, Pampa Regional Medical Center recently put together a team to address the hospital experience from not only an employee's perspective, but from a patient's as well.

The team participated in what they call a rapid improvement workshop. Together, they focused on waste reduction both in unnecessary work for nurses and the unnecessary wait time and confusion in a patient's stay.

“This week is all about fixing frustrating problems,” Dave Spencer, VP Signature Corporation said. “This is not a one week or one month deal. This is the way we'll run this hospital in the future.”

Known simply as Lean, which is taken from the term “lean production”, the program is derived from the Toyota Production System and two weeks ago, I followed the team of hospital employees as they implemented its ideas. The program challenged the staff to recognize the hospital's pitfalls and then make steps to fix them on their own. Despite the fact that most of their days needed to begin at 6 a.m. to catch early admissions, they were already excited by what they'd learned after just two days.

“I think this is the future of health care,” Cheryl McFall, RN and director of Med-Surg said. “We get to get in on the ground floor.”

Throughout the week, they discovered that some patients had wait times of more than an hour between the necessary steps of admission and discharge. Some patients didn't even know why they had been sent there. There was a lack of communication between doctors and nurses about when and where they would be and much of their time was spent trying to locate each other.

“The patient I followed went an hour and fifteen minutes without his vital signs and weight taken and then the family beat the nurse to the room,” Tina Swimmer, RN, said of following a patient who had been admitted through the emergency room. “The most difficult thing is to stand and watch.”

Another group followed a nurse as she went through the process of admitting a patient, hoping to discover the “waste work” that was keeping her from spending more time with her patients. In just over two hours, the nurse answered 19 phone calls, three patient call lights and dealt with various interruptions.

They also charted, using a pencil and a map of the hallway, the various intervals of walking the nurse underwent between tasks. At the end of two hours, the paper was almost black.

“The atmosphere is that they're in chaos all the time, especially the LVNs,” Team 1 leader Brenda Thompson said. “One nurse said, ‘If I knew exactly what I was supposed to do and so did my RN my day would go so much smoother.' They're not sure what they can and can't do.”

After assessing the way the hospital staff worked and areas of weaknesses, the team began making seemingly small changes that greatly impacted a nurse's, (and a patient's) day.

By moving linen carts to be accessible halfway down each patient-filled hallway, the team saved the average nurse 63 miles of walking per year and 21 hours per year. By moving supplies that nurses regularly use upon admitting a patient, they saved the average nurse 100 miles of walking per year. By clustering the patients to one side of the hallway rather than leaving them dispersed, they saved 133.3 miles of walking per year.

Other changes were made as well. Cordless phones were given to certain nurses constantly on the move. The communal coffee pot was moved from behind the nurse's station to a nearby waiting room so that it was more accessible to other members of the staff. The group also designed a new communications board to denote what sort of patient was in what room and what specimens needed to be taken. By redefining each employee's roles, the nurses were then certain of what they were capable of and could see at a glance what needed to be done.

Overall, the team saved a total of 300 miles per caregiver per year. By giving the power to change the system to the employees, the team hopes to increase the time a caregiver spends at a patient's bedside from 20 percent to 50.

At the end of the week, the team gave a power-point presentation in the hospital caffeteria to relay what they'd been working on to the rest of the staff.

“We want to stop the train when we find something wrong, analyze it right there and fix it,” McFall said. “The most important thing I think we've done is defining roles. As a director, I see this as a huge way to increase nurses' satisfaction and patients' satisfaction.”

The group will meet again next month to continue adjusting hospital operations through lean production.

“We've done more here in a week than I've seen in six months other places,” Denise Daves, RN, said two weeks after the Lean ideas were implemented at PRMC. “The staff really feels empowered to change their working environment. It's going great.”
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