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Presentation Goals

1. Understand the benefits of workflow change

2. Review common areas for change

3. Be able to identify and prioritize changes

4. How to document workflow activities



Why Think About Workflow?
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Common Practice Problems

Results Tracking and Follow-up 67.1%

Phone and Fax Processing 54.3%

Medication Refills 53.9%

Inefficient Use of Resources 51.4%

Chart Chasing 50.0%

Unable to Stay on Office Schedule 48.6%

Patient Wait Times 47.1%

Based on top 5 workflow issues of California DOQ-IT practices (n = 82)



So What do We do About It?



Assess Your Practice



Document Your Activities

Survey and assess your practice system
Staff? Patients? External Services? Suppliers?  Others?

Involve representatives of your practice system 
your staff, ancillary services, etc.

Prioritize

Select a process

Flowchart the Process

Select a Solution



Documenting Workflow

 
S T A R T /E N D : In d ic a te s  w h e re  th e  w o rk f lo w  s ta r t s  a n d  w h e re  i t  te rm in a te s , fo r  th e  
p u rp o s e  o f  th e  m a p  

 

O P E R A T I O N : A  s p e c if ic  ta s k  o r  a c t iv i t y  th a t  ta k e s  p la c e  f ro m  a n  e x p e n d i tu re  o f  
la b o r , a  p ro c e s s in g  a c t iv i ty , o r  a  c o m b in a t io n  o f  b o th . 

 

D E C I S I O N  P O I N T : A  p o in t  w ith in  th e  f lo w  o f  w o rk  in  w h ic h  a  q u e s t io n  m u s t  b e  
a n s w e re d  to  d e te rm in e  th e  n e x t  p a th  o r  d ire c t io n  fo r  th e  w o rk . 

 

D E L A Y :  In d ic a te s  th e  w o rk  o r  p ro d u c t  g o e s  in to  a  w a i t  l in e  o r  d e la y . 

 D I R E C T I O N : A rro w s  in d ic a te  th e  d ire c t io n  o f  th e  f lo w  o f  in fo rm a tio n  

 

D O C U M E N T : D a ta  th a t  c a n  b e  r e a d  b y  p e o p le , s u c h  a s  p r in te d  o u tp u t  

 

C O N N E C T O R : U s e  th is  to  c re a te  a  c ro s s - re fe re n c e  a n d  h y p e r l in k  f ro m  a  p ro c e s s  o n  
o n e  p a g e  to  a  p ro c e s s  o n  a n o th e r  p a g e  

 
O N -P A G E  R E F E R E N C E : U s e  th is  to  c re a te  a  c ro s s - r e fe re n c e  to  a n o th e r  p o in t  o n  
th e  s a m e  p a g e  

 



Prescription Renewal Process



Renewals Workflow

Pain Points in the Process
Inbound calls, faxes or voice mail
Chart pulls
Stacks on desk
Lunch, after-hours or in between
Turnaround time
Outbound calls, faxes or voice mail

Benefits of Automation
Cut calls and faxes in
Inbox of requests
Creates Rx list
Decouple chart pull
Cut some chart pulls 
Frees MD from desk
Cut turnaround time
Cut calls, faxes out



Invoking Change

Establish goals

Understand your start and end points of your process

Understand the ‘Current’ Process
Inputs, outputs, handoffs, pain points

Understand the New Process

Make the improvements (Manual & IT)

Communicate to all

Monitor how you are doing



Improve Workflow

Find and Remove Bottlenecks
Identify constraints, exploited if possible, and removed if 
necessary

Move Steps in the Process Close Together
Physical location of people and facilities can affect processing
time and cause communication problems.

Use Synchronization
By focusing on the flow of the patient through the process, each
of the step can maximize efficiency.

Use Automation
Processes can be improved by the intelligent use of automation 
(EHR).



Lumetra Contacts

http://www.lumetra.com

John Weir
Senior Project Manager 
E-mail: jweir@caqio.sdps.org
Tel:  (415) 677-2083

Antonio Linares, MD, FAAFP
Vice President, Medical Affairs
E-mail: alinares@caqio.sdps.org
Tel: (415) 677-2121
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