OPERATIONAL
EXCELLENCE TO
SUPPORT
INNOVATION AND
TRANSFORMATION

January 18, 2018

Deb Wells
Manager, Operational Excellence

wellsd@email.chop.edu

G'..I Children’'s Hospital
¢ 1 of Philadelphia”




FINANCIAL PRESSURES
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CHALLENGING DEMOGRAPHICS

Millennials Gen X Baby Boomers
20s-30s 40s-50s 60s-90s
Low Acuity Imagin Chronic Disease
Maternity Care Sur %ri egs Palliative Care
Pediatrics 5 Cancer Care
79.4M 65./M 75.5M
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HEALTHCARE POLICY
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CLINICIAN BURNOUT
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CHANGING TECHNOLOGY
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REDUCE IT AS COST
INCREASE 1T AS VALUE



LEAN

LEAN Is a time-tested set of tools, and
an organizational desire to improve Its
operations by engaging employees to
reduce waste and defects within
processes to increase productivity,
reliability, staff morale, and customer
service.

Association of Minnesota Counties
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Children’s Hospital
of Philadelphia®
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Eight Forms of Waste in Healthcare

' 4
& U=

Underutilization Inventory Motion Defects

)

Transportation Waiting Extra Processing Overproduction

A3 Healthcare
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VALUE TO THE CUSTOMER

* Speed
e Accuracy
e Convenience
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SIX SIGMA

SIX SIGMA Is a data-driven approach
and methodology to improve the quality
of the output of a process by identifying
and removing the causes of defects
and minimizing variability In processes.
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DMAIC

Define
J\YEER A

Analyze
Improve
Control
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LEAN SIX SIGMA TOOLKIT

* Process and Value Stream Mapping
e 5 Whys

 Voice of the Customer

e Fishbone Diagram

e Control Charts

* 5S (sort, straighten, scrub, standardize,
sustain)
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Kaizen
Event # 1

Kaizen
Event # 2

Kaizen
S I B B B Event # 4
16 17 18 19 20 21 22
23 24 25 26 27 28 29
30 31
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PMO RESULTS

Reduce Project Past Due 10% 17%
Increase Schedule Accuracy 15% 11%
Reduce Project Lifecycle 10% 20% (11 weeks)

Reduce Initiation & Planning 25% Reduced days 29%
and work 18%

Improve Timeline from 56 to 50 Reduced to 45
weeks weeks
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OTHER OUTCOMES

‘
‘

Eraciured Time ‘ Focused Action
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OPERATIONAL EXCELLENCE
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ORGANIZATION STRUCTURE

Information Services
Executive Leadership

Managers

Staff

|
Manager

Operational
Excellence

Team Leads

CH

Operational Operational
Excellence Excellence
Advisor Advisor
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OPPORTUNITY TIERS

Department

Multi-team
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TEAM TRAINING

o All staff receive training in basic Lean
methods and the CHOP Improvement
Framework

 Accompanying |
workshop allows &
trainees to
practice what they i
learned ),
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STORY: INTERFACE TEAM

e Problem: 80% of tickets misrouted

 Solution: Provide better description of team
role in Service Now.
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SUSTAIN: TEAM LEADS
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SUSTAIN: ADVISOR SUPPORT
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SUSTAIN: CELEBRATION
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METRICS

Fiscal Year 2018 Goal

Increase Time Spent on Projects
1% (2,300 hours)
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CLEAR VISION

 Empowered employees

* Cross-team collaboration

e Striving for perfection

* High value for customers

e Supporting goals of organization
 Embedded in culture
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COMMITMENT

e Not a fad

 Leadership support

* Dedicate resources

 Set aside time for improvement
e Long-term view
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MATURITY MODEL

Optimize

Initiate
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WRAP UP

 Leadership support essential

e Change is slow; improvements need
time to bake in

 Build your program a step at a time

e Focus on sustain — reward and
communication
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