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Tools and Decision Making for Ongoing Performance Management Scenario Worksheet
As a group, select one scenario that is most applicable to your chosen organization type and complete the worksheet. This worksheet will provide the foundation for completing the Tools and Decision Making for Ongoing Performance Management Presentation. 

Scenarios

· ABC organization has noticed an increase in patients who have acquired infections while receiving care and service. In fact, there seems to be so many different types of infections that the organization does not know where to start. With your guidance, the organization will be able to identify infections and the number of infections per category throughout the facility to determine the vital few and focus their efforts on the few areas that will bring about the greatest return on investment of time and effort. The organization needs to identify which infections affect the most patients. Which tools would you use to make this decision? 

· DEF organization has received complaints from patients regarding the delays they experienced when checking in for care or service at the front desk to the time they are called to receive their services. The patients commonly described the issues they experienced as a bottleneck. The organization has determined that the admission process needs to be reviewed and suggestions need to be made on ways to streamline the process to more efficiently manage the flow of patients in the facility. Which tools would you use to make decisions on streamlining the process?
· The Information Technology department of GHI organization recently experienced a system outage that left staff in the organization unable to access their primary billing software application for several hours. Leaders in the organization noticed this disruption of workflow. They wanted to know the contributing causes and the root causes of this outage so systems could be implemented to ensureno future disruption. With your knowledge of tools used for decision making, which tools would be most effective for addressing this situation?  

· Leadership in JKL organization has asked the following questions:

Have our customer satisfaction scores improved over the last 2 years since we implemented the Rapid Response Teams?

Are there any observable patterns or trends upward or downward? Are there any high or low points?
Which tools would you use to answer these questions?  

Information 

1. What kind of information do you need to respond to this scenario? 
The kind of information in which should be collected in order to help correct the issue would be exactly how long is the delay when arriving and checking in, what employee was working at the time when the issue took place, what is the process in which a patient goes through when checking in and doing a test run with a fake patient to see exactly how long the process takes and if it is paper issue or an employee issue.
2. How and where can you acquire this information?
The place that would be the best place to start in finding out the issue with DEF is at the source and in this scenario is the admission department and talk with the supervisor and find out exactly why this is an issue and what the plan is, in order to help correct the issue with the patients.
3. What processes should you use to gather this information?
The process used to gather information is to take action, what was the intention, figure out a plan, and execute the plan and violation. 
Complete the following table:

	Tool  
	What kind of information will each tool provide?
	Under what conditions is this tool most applicable?

	Failure modes and effects analysis (FMEA)
	The information provided with risk management tool. Allows the organization to collect all information concerning complaints. Process information into a clear, concise and valid reasoning for creating better admission process to allow effective management in facility. 
	Identifies where delays are occurring the most. Verify information that makes complaints valid. Provide facility and their staff with clear, concise, information assists in complaint process with corrective action implemented immediately. Complaints will be resolved in quick amount of time in order to provide quality care service.

	Flow chart
	The information provided in the Flow chart includes the start and finish of movement of a hospital, clinic, or the flow that medication processes must go through.  The decisions resulting in one outcome that results from delays or the continual course of directions that transpires during the flow process, such as checking in, waiting room process, gathering and updating patient demographic information, and insurance update.  “One of the most powerful improvement tools is the flowchart. Flowcharts

Are pictorial representations of how a process works?The object may be a specimen in laboratory tests, a piece of paperin medical records, or a patient in a specialty clinic” (Carroll, 2009, p. 94).Its tools require the start/end, delay, decision, action/process and the flow lines which will show the succession of steps and direction of the flow.  
	Flow charts are most applicable in describing the sequence of actions that must be acknowledged because a specific and essential task has to be carried out.  In tracing the steps and marking the decision that the process will have to go through.  All these are applicable in the clinic setting or during the flow of medication management from gathering and documenting the history of the patient’s medications from ordering, administrating, educating, and dispensing the new medication dosages.


	Cause–and-effect diagram
	The information provided in the Cause-and-effect diagram is information that was previously shared in the Flow chart.Cause-and-effect diagrams shares information within diagrams that reveal a level of causes, and in identifying the precise cause of an error, it can be quantified.  It’s “diagrams are a schematicmeans of relating the causes of variation to the effect of variation on the process” (Carroll, 2009, p. 98).  
	Cause-and-effect is most applicable in teams that require further investigation, such as when large amounts of information have come about from the method of a brainstorming session.  Tactics gained from the sessions are categorized for additional study or research.

	Check sheet
	Check Sheet is a tool that makes data collection simpler by providing a list of pre written descriptions of what is more than likely to occur. It is also useful for qualitative and quantitative data gathering and analyzing. 
	The check sheet is useful to process problem solving and process improvement tools. It is very helpful when it is used along with other tools like histograms and pareto charts. A check sheet can be used to observe  and collect data repeatedly, it can be used in identifying patterns of events, problems, defects and the location of the problem and what has or is causing it. 

	Control chart
	Measure values over time with the median distinguished. Control lines are determined by using the mean of the values plus or minus three standard deviations. This points out any time a value occurs out of the control zone to possibly identify a special circumstance.
	This chart could be used to later monitor changes to keep the intake time within the control zones. If points drop below the control zone too many times then the new plan will have to be evaluated and changed.

	Histogram
	Measures the frequency a certain set of data or activity occurs. It can be used to measure process capability.
	After determining the effects of the slow intake process it will show how frequently the various causes occur.

	Pareto chart
	Shows the frequency of a cause of a problem. Each bar is a cause and it is arranged from most frequent to least frequent cause.
	Could be used to determine the most predominant cause for slow intake.

	Run chart
	Measurements over time and the median are distinguished. Other values allow for trends to be interpreted. A string of values consecutively above or below the median can show this.
	Could identify when the intake process began to slow down and the potential causes.

	Scatter diagram
	Looks at the relationship between pairs of data, with one variable on each axis.
	A scattered diagram will show paired numerical data, if there are multiple values, and if the paird variables are related. 

	How do you determine which tool is most appropriate?
	You choose the tool that is going to give you the most likely consequence of the decisions, different factors and choices that you have to make. And the one that is going to come up with the best course of action to take. 

	What are the most appropriate tools for responding to this scenario?
	One of the tools that is most appropriate for responding to this scenario would be the Flow chart because it will provide an illustrative demonstration of how the blockage or process of bottleneck can be evaluated and eliminated.


Response
4. How will you respond to the scenario? Explain your reasoning. 
The team will collaborate and find ways to give clear, concise information pertaining to this scenario and provide valid references to back up their statements in response to scenario. 
Collaboration
5. How did your team come to an agreement about this scenario?
We as a team took a vote on which scenario we as a team should complete and then once a scenario was decided upon we each just chose portions to do and completed them.
6. What challenges did you encounter? How did you overcome these challenges? 
The only challenge that team C encountered with this assignment is that at the last minute we had a team member drop out of the course which then left all of the remaining team members to pick up a little bit more work than we anticipated but with team work and communication we as a team have been able to overcome the obstacle and was able to get the assignment completed on time and accurately.
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