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Learning Objectives

At the end of this session, participants will be able to:

1. Apply Quality Improvement tools into practice

2. Generate quality improvement initiatives utilizing the Model for Improvement

methodology, concepts and tools
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The 5 Key Principles for Improvement 
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3 Questions

PDSA cycle

Aim 

Measures

Change concepts/ideas

Source:  The Improvement Guide 

by Langley, Moen, Nolan et al

Institute for Healthcare Improvement

Also known as 

Shewhart Cycle

Deming Cycle

Learning and 

improvement cycle 
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CASESTUDY:

SunsetValleyHospitalis a 300-bed tertiary hospital that provideshigh quality medical
servicesto the city of Springwaterwith a populationof 125,000. SunsetValleyHospital
is experiencingthe pressuresof enormousgrowth in the population of Springwater
over the last5 years. Theyare facewith limited resourceswhich includesboth the staff
and materials but still they continuouslystrive to maintain the high level of quality
servicesthey provide to their patients. Lastyear, SunsetValleyHospitalhas received
90,000patientsin the OutpatientServices.

Themanagementof the hospitalhasconducteda review of their Outpatient Services
andrevealedthe followingwaitingtimes.
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Average 
Waiting Time  
(in minutes) 

Jan 
2022 

Feb 
2022 

Mar 
20022 

Apr 
2022 

May 
2022 

June 
2022 

July 
2022 

Aug 
2022 

Sept 
2022 

Oct 
2022 

Nov 
2022 

Dec 
2022 

Registration 
to Nurse 

Assessment 
62 48 54 72 61 61 38 52 39 44 59 57 

Nurse 
Assessment to 
tƘȅǎƛŎƛŀƴΩǎ 

Room 

35 32 20 29 38 26 26 32 37 31 30 29 

tƘȅǎƛŎƛŀƴΩǎ 
Room to 
Pharmacy 

29 32 41 28 36 34 40 32 39 28 26 27 

Total Average 
Waiting Time 

126 112 115 129 135 121 104 116 115 103 115 113 
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It is generally perceived that there is delayed waiting time in Outpatient
Departmentwith the baselineaveragewaiting time of 117 minutes. Thisdelayed
waiting results in patient and staff frustration and concerns on the patient
outcomes.

As the Quality ImprovementExpert,you havebeen askedby the Managementto
work on this issuefor the next 12 months. Themain goal is to reducethe waiting
time in the OutpatientDepartment.
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Aim Statement Is it a SMART Aim?

Exercise on SMART Aim

To improve the physician compliance with the
medicationreconciliationprocessat the OPDClinicfrom
60%to 95%by the endof October2021

YES J

ToreducePatientNoShowsat the DiabetesClinicby the
endof October2021

Reducepatient fallsin the InpatientWardby 50% NO L
To reduce the waiting time in the West LakeHospital
Pharmacyfrom 72 minutesto 30 minutesby the end of
December2021

YES J

NO L
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What is the SMART Aim of our Case Study?

SMARTAim

To reduce the averagewaiting time in the Outpatient

Departmentof SunsetValleyHospitalfrom 117minutes

to 75 minutes by August2023and from 75 minutes to

45minutesby December2023
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