EXERCISE 3: The Doctor �Is . . . in


The Our-Town Group Pediatric Practice has been confronted with the continuing problem of a crowded waiting room, with many of their young patients having to wait long periods of time to see one of the physicians. A breakthrough improvement project team has been established to reduce the time a patient must wait to see a physician once he or she arrives.


Patients seen in the office include those who have had long-standing appointments, those who have made appointments for urgent care within the last 24 hours, and those without appointments who are being “worked into the schedule” because of their need for quick attention. Patients are not taken to an examining room until (1) a room is vacant; (2) the appropriate medical records are at the nurses’ station; and (3) the physician who will see the patient is in the office. Once those conditions are satisfied, the general practice is to take patients in the order they arrived, unless a physician or medical information nurse changes the priorities because of the urgency of a particular patient’s condition.


As a first step in understanding its problem, the team is preparing to construct a C-E diagram of factors that cause long waiting times. The team is composed of a receptionist, a physician, a medical information nurse, a medical records clerk, and a nurse who assists in the examining room.


As the team begins its meeting, the facilitator reminds the team members that they are to be creative and innovative in thinking of possible causes for the long waiting times. The team should consider all factors, including, but not limited to, patient condition and behavior, examining room availability, staff availability, and medical records maintenance. The team is also reminded not to forget scheduling practices and procedures, such as (1) the decision on whether a patient should see a physician or a nurse; and (2) the practice of making appointments for up to 90 percent of the available physician time in a given day before the start of that day.


Work as members of the team assigned to solve this waiting room problem. Use the information just provided, as well as your own experiences and conjectures about how such a process might work.


Prepare, as a group, a cause-effect diagram that captures a wide variety of theories about long waiting times. Use the following space for your own notes and drafts of ideas.
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