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Performance Improvement in Health Care
Organizations have different processes that are involved in the achievement of their overall goal. The time taken through the process however may be above the standard time. In this paper, we look at a case study of College Community Hospital involving belated lab tests. The main objective of the paper is to examine the problem, performance measures, identify the internal and external customers affected by the problems and examine their current satisfaction. I will also construct a plan on how to measure the customer satisfaction. I will also examine the internal and external customer requirements for the performance measure as well as their expectations and the performance measurement tool. We also look at the process flow in the facility laboratory. The paper will end with a summary of findings and conclusion. 
The problem statement: The problem identified College Community Hospital (CCH) is that of belated lab tests. The facility is large with 200 bed capacity offering adult medical, surgical, orthopedic and psychiatric care. There are many lab tests including CT and MRI scanning. The lab performs an average of 3000 lab tests per week with the most lab tests being CBC (complete blood count) test, serum electrolyte tests, kidney function tests and blood sugar tests. However, the physicians and nurses have overtime complained of slow turnaround time for laboratory tests. This is therefore the major problem identified at the facility. 




Flow Chart of steps taken in lab testing
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Collection of lab tests from floor outbox, flagging the tests and delivery to the doctor (floor secretary)
Collection of test orders and drawing of samples (Day phlebotomist)
Placement for test order in floor outbox (floor secretary)
(Nurse)


																																																																																																																																																																																							Stamping of lab-test order with patients Name and record number (Floor Secretary)
Lab testing (lab technicians)
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Lab results are placed in the outbox (Lab Technicians)



Delivery of results from lab outbox to floor outbox (messenger)

Performance Measures Involved
There are several performance measures that are involved in this analysis
1. Classification of tests- In this measure, we are interested in knowing the number of cases that are classified as STAT, urgent and routine. This will help us determine if the classification is biased or not. Biased classification affects the turnaround time as time is not distributed according to the actual urgency of cases.
2. Time taken between writing the test order and drawing of samples. This will help to establish if the day phlebotomist collects specimen in time and delivers them to the lab technicians. 
3. Time taken to release lab results after the specimen is deposited in the lab outbox. We will measure the time taken by the lab technicians between when the specimen is deposited in the lab outbox and when the results are released. This will help establish if the specimen is taken on time and the speed with which the test is conducted. 
4. Time taken for results to reach the doctor from the time the results are released into the laboratory outbox. This will help determine if there is some time lost as results lie in the outboxes. 
Internal and external customers affected by the problem
There are both internal and external customers that are affected by the problem.
Internal customers: The internal customers affected by the problem in the health facility are doctors and nurses. The doctors need the results in time so as to be able to execute their treatment effectively. If the doctors are given the results late, they will be forced to give the treatment late too. Nurses too work hand in hand with the doctors and need results in time to execute their services. 
External customers: The external customer affected are the patients. Every patient needs to receive treatment as fast as possible. A low turnaround time for laboratory tests means that the patients do not receive the treatment on time. This results to avoidable deaths, complains among patients and overall dissatisfaction. 
Currently, both the internal and external customers are dissatisfied with the situation at the health facility. There is a low turnaround time in laboratory testing. A low dissatisfaction is evidenced by the allegation that the doctors are overdoing the urgent category of tests. This means they are forced to mark most tests as urgent so as to reduce the TAT. There have also been complains from the patients about delayed results and this evidences dissatisfaction. 
The Performance Expectation for The External and Internal Customers
The internal customers expectation is that, the TAT for the results received is below the set standard TAT time. If the TAT is too much above the set standard, they are dissatisfied.
The external customers: The patients’ expectation is that the results are released as fast as possible. The more the time it takes to get treated, the more their conditions are likely to worsen and the more dissatisfied they are. As a result, the performance measure by the patients is the time taken to get the results after specimens are taken.



Tools for measuring expectations and measuring satisfaction
1. Customer satisfaction surveys- I will give customer satisfaction essays to both the internal customers and external customers. Through these surveys, we will be able to measure their expectations and do proper planning on how to meet those expectations. 
2. Social media monitoring- social media is a powerful business tool in the modern day (Peck, Asch, Goold, Roter, Ubel, McIntyre, & Tulsky, 2017). The customers take their anger or happiness to social media and therefore it is a perfect tool to collect data on satisfaction levels. 
Conclusions
From the analysis of the process of laboratory testing at College Community Hospital, there is a low turnaround time for lab tests. Therefore, it is important to implement several performance improvements steps to reduce the TAT. One, the doctors will need to do correct test order classification to ensure the tests are carried out with the correct order of urgency. I will also integrate the ERP system in the laboratory testing process. The process will no longer be communicated manually but electronically from one stage to another. This will save on the time that is lost at the outboxes waiting for messengers. Moreover, we will do staff optimization and training to the lab technicians to ensure that the right number of lab technicians is available and they work optimally to release lab results at optimal TATs. 
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