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Presenter
Presentation Notes
SLIDE SCRIPT:
Hello, my name is Alice Kennedy, I’m a Research Project Director with The Dartmouth Institute for Health Policy and Clinical Practice at Giesel School of Medicine at Dartmouth. I’m here to share an installment of the IBD Qorus Quality Improvement Curriculum, brought to you through a partnership of The Crohn’s & Colitis Foundation and The Dartmouth Institute. This lesson focuses on using process mapping to understand your workflow. 

Process mapping allows teams to understand the flow of care delivery through visual illustrations. 

Gathering insights from your team and your patients to understand your workflow can help your team find opportunities for improvement in areas like care processes, data collection, and enrollment.


TIME: 30 seconds



S
Learning Objectives

Define process mapping and how it helps your team
understand your system.

Review the anatomy and symbols used in constructing a
process map.

Analyze your workflow using process mapping to identify 2-3
opportunities to incorporate improvement project activities.

Analyze



Presenter
Presentation Notes
SLIDE SCRIPT:

We have 3 learning objectives for today that include: Presenter simply reads the learning objectives. 

INSTRUCTOR NOTES: Note the active verbs in the learning objectives (define, review, analyze) move from simple to more complex applied learning. Explicitly verbally stating your learning objectives at both the beginning of the lesson and summarizing what was learned at the end of the lesson, is important. It helps learners prepare for what you will teach them. Data suggests that learners listen more carefully, and are more likely to retain key teaching points. 

TIME: 60 seconds




The Cornerstone of Our Methodology:

The IHI Model for Improvement

AIM
What are we trying to accomplish?

MEASURE
How will we know that a change is
an improvement?

Act m
Qy



Presenter
Presentation Notes
SUGGESTED SLIDE SCRIPT:

As always, the work we do cascades from the questions in the Model for Improvement. A Process Map helps your team visualize what your current state is, so you can brainstorm together small tweaks, or tests of change, that could result in improvements to any process at your site.

TIME: 30 seconds. 



What is Process Mapping?

Accurate map of “how we get the work done”

Visual representation of how the care team and

patients/families move through a clinical care
process

Outlines the sequence of steps in a care process
Who does what, when, and how?



Presenter
Presentation Notes
SLIDE SCRIPT:

So what is process Mapping?

Process mapping is an evidence-based improvement science tool used by teams to understand your current state or ‘how your team gets the work done’

A process map is a visual representation of how the care team, patients, and families move through a specific clinical care process. Most members of a clinical team know what they do but often do not really know specifics of other team members’ roles. Process maps give everyone a birdseye view of what all of the “players” are doing to contribute to the process. 

Process maps also helps outline the sequence of steps in a care process by illustrating who does what, when and how?

Just as the Key Driver Diagram is the team’s 10,000 view of the project, the process map is a more detailed from the trenches view which conveys a shared and more detailed understanding of how each step of the work actually gets done! 

TIME: 60 seconds


Anatomy of a Process Map

Beginning process Why are you creating a process map?

Et |



Presenter
Presentation Notes
SLIDE SCRIPT:
Before your team jumps in and starts making changes to your process, it is important to first understand your current system. Capturing current context and processes at baseline is critical. A process map will help your team develop a 360-degree view of a specific clinical process. 

The first step is to understand the “anatomy” of the process map, the key symbols used, and how to read it. 

Timing: 30 seconds


.

Symbols in a Process Map

S
L
-
o

Q
<P

Define the beginning and end of the process

Use standard symbols to depict each key step

Note key pauses where decisions are made

Waits and delays

Patients add their insights to process

We don’t exactly know what happens here


Presenter
Presentation Notes
SUGGESTED SCRIPT:
When your team makes a process map, it should be free flowing, and it may be messy! Each team member may have a different understanding of the process. Or – you may learn you don’t really have a process . . . Each person does things differently. 

So here are seven key symbols that will help you in your process mapping.

The Oval is used to define the beginning and the end of a process.

The Rectangle depicts each key step in the process.

The diamond is used when there may be a step in your process where you pause and decisions are made.

Key connectors or handoffs are identified by using a small circle and this semi oval shape with the word DELAY included is helpful to call out when delays exist in the process you are mapping.
If you have patients and/or family members at the table helping you with this activity (which we strongly encourage you to tap into their wisdom and lived experience!), you can use the spectacles to add patient and family insights to your map.

And sometimes we figure out we just don't exactly know what happens in a process. But don't get stuck and stop --just add a little cloud that indicates that is “where the magic happens” and we'll figure that out later.

TIMING:60 seconds


“Process Map for Process Mapping

Courtesy of Lucid
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Presenter
Presentation Notes
Instructor NOTE: Instructor to walk through the THIS process map with audience.

Suggested Script:

So there actually is a process map for process mapping. 
Now speak form the slide of the steps in doing this work.

The question here is where will you insert your improvement project activities into your workflow process into what is already a very complex workflow?

How can you make it simple, easy and not interrupt the flow of care that's so important to making your clinic click?

TIMING: 60 seconds


eanut Butter
Jelly

andwich
rocess Map

This Photo by Unknown Author is licensed under CC BY-NC


Presenter
Presentation Notes
Let’s do a simple high-level process map with an activity most people can relate to, making a peanut butter and jelly sandwich. 


https://pngimg.com/download/4117
https://creativecommons.org/licenses/by-nc/3.0/

.

Process Map for a PB&J Sandwich

Decide to
make a PB& J

Spread Preferred
Jelly

Select
Bread

(White or
Wheat)

Select
Peanut

Butter
(chunky or
smooth

Lay out 2 slices of
bread of choice

Spread Preferred
Peanut Butter

Adapted from Quick Overview of Process Mapping: https://www.youtube.com/watch?v=UDXngerDmWQ

Select Jelly
(Grape or
Strawberry)

Combine 2 slices of
bread

Eat PB& J
sandwich


Presenter
Presentation Notes
INSTRUCTOR NOTES: Have fun with the group with this.

Suggested Script:

Let’s do a high-level –simple process map for this first example. First thing we need to do is select what type of bread we want, so we add a decision diamond.

Do we want white or wheat bread?

We then lay out 2 slices of bread that we selected. Our next decision is what type of jelly, we then spread the jelly, the next decision is they type of peanut butter, chunky or smooth, then we spread the peanut butter. We then put the two pieces together and end the process by eating the sandwich.

This is clearly an oversimplification of the process! One could get even more granular like, where did all of these ingredients come from? The store first, or did you need to walk across your kitchen to then open a cabinet and walk back to the counter and then unscrew the top of the jar? Or how did you spread the peanut butter? With a butter knife or with a spatula? You can see how you can break steps down into more steps, to really understand they process and see what may be getting in the way of being efficient.

Time: 60 seconds

https://www.youtube.com/watch?v=UDXngerDmWQ

‘Anatomy of a More Complex Process Map —
IBD Telehealth Workflow

Process Map

|5 an in person visit ™

YES. _ | In-person visit.
i scheduled

NO
. Patient
5 MA helps the
patient and logs
MA/Support | Identify IBD in to zoom to Collect data via
patient by ensure E-surveylconsent into
Physician “?' ssc:r;mtnim';mi everything works IBD Qorus
appointme
) YES
Nurse Calontchaaia: Collect data via
infis seen by MA E-surveylconsent
Spa cers Reminder sent into IBD Qorus

to patient with a
zoom link

NO

Any trouble logging in?

Mo.

 Attending joins the
 call and fellow
it i

Attending leaves
RN orders labs the call and
and contacts fellow finalizes
the case

patient for follow
up



Presenter
Presentation Notes
Instructor Notes: You can make this review as quick or detailed as you like depending on your audience’s time and interest.

SUGGESTED SCRIPT:
Here is an example of a more complex process map which walks us through a telehealth workflow. The process starts at the top, with a patient requesting an appointment. The first decision point comes when deciding if an in-person visit is necessary. If the patient does need to be seen in person, it leads to a workflow that is illustrated on a different process map. 

The next decision point arises to understand if the patient needs assistance logging in. Later, a delay is illustrated while the patient waits until a Fellow joins the Zoom call. Following along, you can trace the steps and branches that eventually lead to the endpoint of the patient checking out and scheduling a follow up visit. 


TIMING: 60 seconds





Presenter
Presentation Notes
SUGGESTED SCRIPT:

The best way to learn about a process is to map it with your team. 
Process mapping isn't just about producing the map, it's an important team behavior and there is some evidence to demonstrate that teams begin to improve by simply talking about their process and mapping their workflow together developing that shared understanding of how my work and dependencies affect yours and how we can make this process even better.

So, use the workflow mapping exercise as an opportunity to really engage your whole team in your improvement project from the onset. 

The workflow map serves your team by:
 
Deepening your understanding of the interdependent work of each person.
Helps each team member to see their role and work as a critical link in the cycle of improvement
Helps the team acknowledge the complexity while prioritizing their focus / work  in a single “lane”.
It helps you identify opportunities to streamline and simplify. 

Timing: 60 seconds




“If you can’t describe what you are doing as a
process. . .

You don’t know what you are doing.”

W. Edward Deming



Presenter
Presentation Notes
SLIDE SCRIPT:
Deming said it best, “if you can't describe what you are doing as a process… [then maybe] you don't know what you are doing.”


Process mapping is an important method and investment of time. Before adding “new work" we want to be sure that the current workflow is standardized and optimized.

Timing: 60 seconds


Ssummary

Shared understanding of a discrete process or clinical encounter

Allows your team to develop a deeper understanding and
appreciation of your system

Makes the invisible visible

Important to complete before imposing new work into an already
busy clinical system



Presenter
Presentation Notes
SLIDE SCRIPT: 

In summary . . . A process map is a tool to help your team understand your system. Read slide….

TIME: 30 seconds



Resources

Antonacci G, Lennox L, Barlow J, Evans L, Reed J. Process mapping in healthcare: a systematic review. BMC Health
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Steckowych K, Smith M. Primary care workflow process mapping of medication-related activities performed by non-
provider staff: A pilot project's approach. Res Social Adm Pharm. 2019;15(9):1107-1117.
doi:10.1016/j.sapharm.2018.09.014

Weir NM, Newham R, Corcoran ED, et al. Application of process mapping to understand integration of high-risk
medicine care bundles within community pharmacy practice. Res Social Adm Pharm. 2018;14(10):944-950.
doi:10.1016/j.sapharm.2017.11.009

The Pitfalls of Process Mapping — lan James, The Process Consultant (2:56)
https://youtu.be/RQSh2CyxdiA

Introduction to Flow Charting: Part 1 — The Institute for Healthcare Improvement (7:46)
https://youtu.be/tg7dQVaTbcc



Presenter
Presentation Notes
SLIDE SCRIPT:

Here are some resources for you to explore, that may be found in the supplemental lesson materials. 

TIME: 30 seconds


https://youtu.be/RQSh2CyxdiA
https://youtu.be/tq7dQVaTbcc

Next Steps

ACTIVITY MATERIALS

Share lesson with your team Microlesson powerpoint presentation
Invite team members to a 60-minute process Process Mapping Worksheet
mapping exercise session Whiteboard

Post-It notes
Camera (optional)

Share your process maps with patients/families for
review and feedback from their perspective.

Share the process map with your improvement team.

Post in break room and people can modify as steps in process change over time.



Presenter
Presentation Notes
SUGGESTED SLIDE SCRIPT:

If the Collaborative is currently in an Action Period of an Improvement Initiative, you may be asked to take some next steps at this time, such as [Read Slide]

Check with IBD Qorus Leadership to see what next steps are right for you!

INSTRUCTOR NOTES:

TIME: 30 seconds
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