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Course Overview

Engaging The Team

Creating Project 
Charter

Developing a 
communication plan

Selecting team 
engagement activities 

Modeling behaviors for 
success

Assessing Current State

Tracking and trending 
data

Selecting baseline 
metrics

Setting stretch targets

Recognizing the cost of 
waste

Learning to observe 
processes

Executing Improvements

Organizing physical or 
virtual workspaces

Using PDSA for small 
tests of change

Creating a safety 
culture: failing forward 
fast

Designing efficiency 
into workflows

Sustaining Change

Monitoring 
Performance

Auditing and assessing

Practicing daily routines 
to sustain change

Operationalizing 
improvements



3

Agenda for Session 7
Topic/Subject Duration Method

Welcome and sharing 5 min Personal Sharing

Monitoring Performance 15 min
15 min

PowerPoint presentation
Breakout Discussion

Auditing and Assessing 10 min
15 min

PowerPoint presentation
Breakout Discussion

Practicing Daily Routines to Sustain Change 10 min
15 min

PowerPoint presentation
Breakout Discussion

Wrap-up and Next Steps 5 min PowerPoint presentation
Questions and Answers



Monitoring Performance

4



What performance metrics are 

you monitoring? 

5

Reminder: Unmute your microphones when 
talking and mute when listening

Use the chat to share
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Project Charter
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Visual Management Board:
Customer Service Phone Data
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Visual Management Board
Claim Edits



Real-time response to and tracking of abnormalities

Root-cause analysis board showing incomplete draws
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Root-Cause Analysis
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Trending Data
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Measuring Performance in the Department
Daily Monitoring

Description
Basel

ine
Stretch 
Target

Mon Tue Wed Thurs Fri

Demand 38 50 48 37 32

Staffing 4 4 4 4 3

Work-in-Process 480
3 days 

demand
5 days 

demand
4 days 

demand
3 days 

demand

On Time
30 min 
behind

In Flow
30 min 
behind

15 min 
behind

In Flow

# errors from 
yesterday

2 0% 15% 8% 5%

New deposit 
batches prepared 
and ready prior to 
8am start

100% 90% 10% 100%

New standard 
followed

100% 90% 10% 100%
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Monitoring New Ideas
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Monitoring Performance for Improvement Activities

Checking in at 30, 60, 90 days

Descripti
on

Baseline
Stretch 
Target

30 days 60 days 90 days Qtr 2

Walking 
Distance

538 
steps

115 
steps

250 
steps

Lead 
time

1:25:00 20:00 48:00

% of 
Defects

78%
0.05%

0%
38%
0%

5S Level 1 Level 4 Level 2

Setup
46 

minutes
<9 

minutes
18 

minutes
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Patient Financial Services Standup
Every Thursday at 7:30am
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PeopleLink

What Our Patients Say… Our Focus Target Sheet

Our Focus and 
Purpose

Purpose: To remind staff that the focus of 
all our work is to ensure the best 

experience for our patients.

Purpose: To ensure that staff understand what 
are the important goals for Virginia Mason and 

the Department.

Purpose: To specify target metrics used to 
measure success toward department goals and 

the current status of those targets.

Supporting Data

Team Progress Purpose: To provide specific data to support the department target sheet in the “Our Goals” section.

Our Patient’s Experience (Value Stream Maps) Today’s Work (Action Plans)

Current Work Purpose: to show the current state of a patient’s experience, using the tools of VMPS®. Purpose: To ensure staff know the status of 
work currently identified to help archive 

department goals.

We Need Your Ideas On… Everyday Ideas PDSA template

Turn Your Ideas into 
Action

Purpose: To help provide direction on 
which ideas are most needed by the team 

to help achieve goals.

Purpose: To highlight and celebrate ideas that 
the staff have submitted and tested with their 

manager.

Purpose: To ensure staff have easy access to the 
template.



Monitoring Performance: 
Breakout Discussion

10 minutes 

Discuss your metrics with your peers:

• Are you measuring the right 

things? Anything missing?

• Is it easy to get the data? 

• Do the metrics drive action?

• Are the PROSAC or QSDCM 

elements included?

• How do you share information?
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QSDCM

• Quality

• Service

• Delivery

• Cost

• Morale



Auditing and assessing
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What type of auditing do you do 

to ensure the reliability of 

processes? 

19

Reminder: Unmute your microphones when 
talking and mute when listening

Use the chat to share



5S

Self-Discipline includes maintaining 

standards through training, 

empowerment, commitment and 

discipline.
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5S Audit

As we complete our 5S of physical 

(and virtual) spaces, we can audit to 

see how we’ve changed.

The audit tool can also be used as an 

action plan for the next level of 

improvement for the area.
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Mistake-Proofing: Levels of Inspection
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Standard Work Algorithm
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Standard Work  to Improvement

You will know it’s working, and you 
can continue to improve

Baseline 
measure

Improved 
outcomes



Leader Rounding- Scheduling

• Leader rounding scheduled

• Posted in breakroom

• Agenda built into schedule
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Auditing Standard 
Work
Reviewing standard work compliance through 

leader routines

Time observations to verify cycle times and 

measure performance

In-flow feedback for performance and cross-

training

Example: Are we answering the phone calls per 

the standard? Are we following up on the 

account per the agreed processes and 

documentation?
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Reviewing Demand

Leadership performing daily and weekly huddles 

to audit given metrics, reallocate resources and 

escalate account resolutions.

Ensuring each type of demand is reviewed at the 

proper cadence.

Rounding with staff to discuss barriers

27
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Require Accountability: Rounding
“Go See, Ask Why, Show Respect”

• Go to the place, look at the process, talk 

with the people

• Ensure reliability and sustainability

• Remove barriers, empower the people



Auditing and Assessing: 
Breakout Discussion

10 minutes 

Discuss with your peers:

• How are you holding staff 

accountable for performance?

• How are you ensuring reliability 

of processes?

• Are you in the area with the 

staff? 
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Practicing daily routines to 

sustain change

30
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Leader Standard Work

Behaviors Purpose

Presence Leaders present where the work is happening. Leaders rounding with 
their teams with purpose

Sharing and 
Transparency

Leaders sharing the work they do with their team

Follow through Leaders capturing abnormal conditions during rounding and facilitating 
the resolution

Coaching/mentoring 
Training

Leaders coaching teams through how to solve problems. Empowering 
them to improve the work they do. Leaders identifying areas for training 
opportunities based on direct observations

Connecting with Others Leaders are emotionally present in all interactions and listening to 
understand.
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Leader Standard Work
Critical elements – Every leader
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Hospital Floor Shared Leader Standard Work
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Visual Control Cards and Standard Work

Details the task

Details the date and priority

Details the cycle time



Daily Routines

You don’t have to be a leader

What are your daily, weekly and 

monthly routines for your work? 

For your project leadership? 

For the operational area?
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Tiered Leader Huddles



Leader Standard 
Work Checklist
Exercise 

10 minutes

Discuss daily/weekly routines:

• Leader standard work documentation 
(checklist/board)

• Rounding design (individual/leadership 
team)

• Leadership/Tiered huddle design

Use these checklists to assure that 
essential elements are provided.
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Practical Application
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Project Charter



Practical Application
Daily routines to sustain change

Your Tasks:

• Re-measure, review, revise daily, weekly, monthly 

performance metrics

• Establish daily leadership routines including 

huddling, auditing and rounding

Products:

• Picture of metrics

• Evidence of leadership routines

Deadlines: Estimated time for completion 120 minutes

• Document story on the Assignment 

Presentation_Name template and prepare to be 

selected to share at an upcoming huddle
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Questions?
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