| recantly scheduled my annual woman's
examination. 11irst made my agpaintment on
rry doctor's website and selecied a date. Two
days before my apponiment, it was cancelled
because the doctor had a conflict | selected
another date that was confirmed. Per my
previous appointments, | fastad for 12 hours,
bul my appointment was nol until 2:30 pm, 20 il
was a long day without coffee!

| arrived at nmy sppointment and called tha front
desk at 215 pm from my car (their new COVID
procedure). | was asked %0 come in to fll out
paperwork. This was the
same paperwork | had flled
oul each year prior. | 28t in
the lounge chair by mysell
and watted o be called back
for my vitals, | was called in
for my witals at 2:35 pm.
Onca | completed my vaals,
| was shown back to my exammabon room
where | put on my flmsy paper covenngs.
Since COVID, thes office has gone papar-only
50 | cid not have the banafit of a real sheeat 1o
cover averything.

| am normally patient, b by 3:10 pm, no cne
had come to chack on me, much ass my
doclor. | could hear two wormen Lalking n the
room next fo me. It was very casual and loud
and did not sound Ske the kind of talk that
occurs dwing an appointment | caled the front
desk 1o spaak with the recaptionist | had
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| realized | was living a
real-world example of a
service that would benefit
from a Gemba walk.,

doctor appointment

Doctor Appointments,
Extreme Disappointment,
and Gemba Walks - Oh My!

What can leadership do to support services
morea afficiently?

chacked In with, She graciously came by my
roQm 10 speak with me n parsen and 1o axplain
the delay. | told her | had been wailing and
asked f | was gomng to be seen soan. She lefl
and came back 30 seconds fater. She let me
knaw mry docior was talking to an empioyee In
the room next to me and said would sea me
S00N.

Ok . .80 far it sounds ke things for me were
rumning late, Weuld there be Jass of dalay in the
marming, or would the doctor have baen more
aware of the tme because of the tme of day?
As a woman who balleves in
operaticnal end process
excellence, who vakies being
on bme for & patient’s
appaintment, ar any customer
experience, s experence
WES NOt one | want to repast.

my

Many professicnals recommend performing
Gemba waks in manufactring environments
Gemba walks are just as helpful in seevice
environments. No malter the enviranmenl, they
must have leadership suppord. | realized | was
Iving a real-world example of a sarvice that
would banafit from 3 Gamba walk, . my docior
sppointment.

Scheduling and conduching a Gemba wak are
relativaly easy. Al 8 besic level, 3 group of
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pecpie walk thraugh each stap of the procass
with the nitention of pulting eyes on the
procace, Participating n tho walk i the road
chakanga. 15 it battar to have somaons who
does Not know what the process outpus is
supposed 1o be? Oris it betler o have an
expert in the process walk you through, sharing
with thesr tact knowledge of the process? As |
say. “‘what you know 5 basad on whers you
gil.” The only parson who waks the entire
procass of an appointment is the patiert. What
if | could take the doctor on a Gemba walk?
VWould thay ba happy with what thay were
562IN0Q and apply corractive measwres o wrie
it off &5 & bad day?

Gemba walks can be extremely hefpfid when
tha actual procass 15 oocuring exacty how it
nomally works, with &l the normal problems,
Just like | was expanancng in my appointmeant,
As | was wasting all that bme, | could at least go
on an Imagnary Gemba walk, and | thought
more about & aferwards.

In my imagenary Gemba walk, |
considered four steps in the
process and | collected some data!

There are four basic steps lor most
apponiments, and questions %o consider in the
Gemba walk:

1. Check~iw

Fil out or updale nformaton. Show
Kentificaton Complete required paperwork.

2. Get yoaly foken

Technician lakes patient’s blood pressure,
temperature, and any blocd wark, with the
occasunal urine samples prowdad by the
patient in 8 bathroom on the premises,

3 Cownduct épam

Baced cn the fHype axam being done.

4. Chek ot/ Poy co-pay
Make lolow-up appointment. Make payment

Each of thesa steps has a wating period before
and alar that adds time to the patant vist,

I've had appaintments in ths office with the
same docior, 50 assuming hee s4aff has not
changed, this is what | came up with, hawever,
there was one more assumglion | made - The
length of time ta conduct the exam. Here are
the questions | iImagned | might have asked the
goctor and stafl to consider in a Gemba walk

How might it be possible for the patient to fill
out or update thesr information online onca thair
appointment is confirmad, rather than spending
lime arriving eardy and wailing to be escoried to
the room for the vitals check? By keeping
physical chack-in and sign-in 10 a standard fve
mnutes, this could potentally save 10 minutes,

As for taking my weals, it took five minutes and
thare was no wastad time dunng tis procass,
aithcugh there was an unexplained delay gong
from check-in to the vitals room. Was the vitals
room already cocupied? Was my arnval not
knawn ta the technician? & may take longer if
there had baen blood work complated, but
biood work was scheduled to be dona after my

physical.

Conducting the exam. In my expearienca, this
exam lakeas aboul 20 minutes. More about that

shortly!




| Change Chack.
Check+n / | Wanting Mave into Wait out /
Fil out foe vitals exam | for Pay | Toral
documents | vitals | Wak | taken  Walk | wear | doctor  Exam | Walk | co-pay | time
: 15 15 as 5 0.5 2 5 2 0s 2 65.5
10 0 | 0 0 0 0 0 0 0s | 2 12.5
5 15 | 0S| 5 | 05 2 5 2 (o5 | @ 53

Figure 1. Estimated time reductions

10

with calculated "new time.”

Check out/Pay co-pay can ba done in abaut two
minutes since this doctor has 8 standard co-pay
for this appointment. Could this step be
aliminated if the co-pay was paid while
completing the anfine check-in process? Wauld
it be easer for the office and patient if the
patent paid the co-pay prior to armval?

Calculabons of ime for each step, plus the was
and walk tmes are shown n Figure 1

Did you catch that | saad the exam did not
accur? Wel, that i5 bacause | waited 10 mare
minutes after baing told that my doctor would
be in 10 see me. Then | got dressad and walked
aut. If endy the doclor knew whal was
happening from my perspectivel

Gemba walks are banaficial bacause they
pravide a fact-based sccount of bme and
activities.

Conductng a Gemba walk also allows
eadership to s6e problams and aim for
raductions in waste and iImprove the sevvices
Ihay are providing. | recomemend 1hal any doctor
or service provider conduct routine Gemba
walks at different imes of the day. | was coe of
tha last patlents schaduled 1o be seen that day
and the ondy ona in the office at that tima,

The waste of walting creates enormous
frustration for patients. It can be reduced #
laadership is involvad in the process and wanis
1o provide the best service possible. A Gemba
walk can idenbfy areas of passible tme
reduction, but anly whan leadership is open to
warming and folowing the rasults. The peopla
who are invelved in the procass have
knoaiedge they could share wilh the rest of the
team o mprove the overal patient expeneance,
thereby mproving the lkalihood of patent
ratention and coninued ravenue. Keeping the
Ines of comeunication open and allowing for 8
non-relrisutional discussion will ensure beatler

patiert care.




