
Situation

Outcomes

Response

12.5% of medical staff files received
contained documentation that the
physician had been granted privelege 
before intial appointment.

1. New Flowchart with
strategies to Bridge the Gaps 

2. A strategic corrective
action roadmap created

3. A new Quality
tool “SCAR”
created 

4.Creation of A new KPI 

Need for  correction of a JCI Findings, falling under the High Risk category .
• COO creates task force of organization leaders/executives and called for 
an urgent meeting within few hours
- Chief Operating Officer  - Chief Medical Officer
- Quality Manager Director - Chief Human Resource Officer
- Marketing Manager  - Quality Coordinator 
- Human Resource Coordinator

The Taskforce  performed 
Gap Analysis by :
Comparing the current 
process against the JCI 
surveyors remarks.

Process 

Effectiveness

• The SCAR approach was presented to the   
surveyors next day.

• JCI surveyors appreciated the leadership 
commitment , involvement and contribution of 
every member to common goals, and             
mentioned that the organization has the infra 
structure within which the cycle of improvement 
can operate.

Lessons
Learnt

• Learning organization and integration of 
team work are keys for successes in any             
organization
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• STRATEGIC- Selection of a high level strategic goal selected by the top management 
under conditions of uncertainty.

    Criteria for selection:-
• High Risk
• Tasks that needs rapid decisions (within 12 hrs)
• Team members consisting of executive team members.

– CORRECTIVE- Clarifying the current process and identification of gaps within 12 hours

– ACTION- Acting on the identified gaps
– Developing an implementation plan and acting on the plan, which are time bound. 

Implementation to start within 12 hrs.

– ROADMAP- Creation of a visual roadmap based on the redefined process. Continuous 
monitoring and evaluation done by linking the indicators with the incentives of 
executives 

SCAR Approach


