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The Sponsors for this ReNEW session are
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The focus today is on applying STATISTICAL

THINKINGto improving performance.
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Think about the process you use to get 
ready for work and to get there on time.
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There are many CAUSESthat influence
your commute duration and arrival time.
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Sort these by your ability to economically
control and their impact on objectives.
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We want to focus on the causesthat 
we cannot economically control.
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COMMONCAUSESare random events that 
collectively make up the normal PROCESS.
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the data.
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A SPECIALCAUSEis a rare, high-impact 
event that creates a PROBLEM.

There was

something

different

about day 7.
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A SPECIALCAUSEis overwhelming evidence
that the process is somehow different.
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Sporadic Spike τ
a one-time impact

15ReNEW     June 2010      Data to Drive Continuous Improvement



Shift in Average τprocess
has a sustained level shift
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Structural Variation τ
temporary level shift
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Trendτsustained 
shift in performance level
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A PROCESSBEHAVIORCHART(a.k.a. CONTROLCHART)

defines common cause range (see appendix).
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We will use a four-step analysis and 
improvement strategy.
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Identify the                     [ GOODS, SERVICES, INFORMATION] ,

its                      and its Production                     .
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PRODUCT

PROCESS
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OBJ ECTIVES



What are you trying to accomplish?
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How will you know 
you succeeded?

24

Operational Definition:

procedure for measuring
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Make the                   and                   level 

and variation visible on a RUNCHART.
.

25

PRODUCTPROCESS
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ΧŀƴŘ ǘƘŜƴ ŎƘŜŎƪ ŦƻǊ ǳƴǳǎǳŀƭ ōŜƘŀǾƛƻǊ τ
is a special cause impacting the process?
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Example of K-12 Education
in-ProcessIndicators
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Example of K-12 Education
in-ProcessData
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Example of Emergency Room
in-ProcessIndicators
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Example of Emergency Room
in-ProcessData
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Example of end-of-process
ProductIndicators
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Math B Regents Exam
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If a special cause is present: use 
PROBLEMSOLVINGto restore normal operations.
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See

Page 91
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If there is no special cause τcheck if the
level and variation meet process objectives?
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If OK ςplan on this on-going performance
level and this amount of variation. 
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The commute to work will average 24 minutes
.

é but could vary from as little as 18 minutes to as much as 30

minutes, depending on the interaction of common causes.
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If performance is not acceptable, 
use the PROCESSIMPROVEMENTSTRATEGY. 
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See

Page 75



Stratify τsort into categories,
components or sub-groups. 
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Examine the data to determine and 
address any hidden special causes. 
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OBJ ECTIVE    85% (Mastery)

A CTUAL         78%

Do not focus in the two

who failed. This is

COMMON CAUSE

ï use all the data

Consider revising

the instructional

plan or delivery

for topics C and G
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Disaggregate the process into 
its component sub-processes. 
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Measure and address key indicators at the
sub-process level (e.g., lab cycle time).
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OBJ ECTIVE    m ax . 2  hou rs  l eng t h  o f  s t ay

A CTUAL         2  h r . 47  m in .

  Lab test cycle time:

    ï frequent equipment

       problems

    ï misaligned test

        priorities
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If no special causes are found or removal
is not economical, modify the process. 
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Use the PlanςDoςStudyςAct methodology 
to experiment with potential improvements. 
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A goal without a method is nonsense!
- W. Edwards Deming
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Summary of 
Performance Improvement Strategies
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Reporting.
Performance.

Results.
Organizational.

Structure.
.
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Scorecard: How well an organizationis doing   
Dashboard: How well a processis doing
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Board of Trustees Report on Quality

An invitation for TAMPERING
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View data in their historical context and 
never use last data point to make decisions. 
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KEY INDICATOR A        JAN 2008 - NOV 2009
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Case.
Study.

Adirondack.
Oral & Maxillofacial.

Surgery..

D
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Continuous Performance Improvement  in 
Health Care Organizations

Gary Wadhwa DDS, MBA, CSSBB, CQMOE, Lean Expert, TOC Jonah

President, Adirondack Oral & Maxillofacial Surgery

Chairman, Division of Oral & Maxillofacial Surgery, Albany Memorial Hospital, 
Northeast Health

Winner 2006
New York State

DƻǾŜǊƴƻǊΩǎ 
Award for 
Excellence
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AOMS Dual Goals
Patient Satisfaction Financial Success

Index
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Patient Satisfaction is a measurement for 
quality patient care delivery system.
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Process of Patient Flow

Patient 
care
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Financial Success is a measure of the 
overall business management system.
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Means Used by AOMS to Achieve Goals

Focus on improving Core Processes

Use of Performance Data from these 

processes to drive continuous 

improvement
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Patient Satisfaction and Financial Success
are outcomes of effective core processes.

Attract patients to practice 

Ensure velocity of patients flow

Provide high quality service to patients

Collect for services provided

Ensure staff capability and capacity
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Tools and Techniques We Used

Theory of Constraints and Lean Principles
ïTo Improve Velocity of Patient Flow through the Practice

Six Sigma Principles
ïTo Improve Quality of Existing Processes

ï �'�H�V�L�J�Q���Q�H�Z���3�U�R�F�H�V�V�H�V���E�D�V�H�G���R�Q���3�D�W�L�H�Q�W�V�¶�����5�H�I�H�U�U�L�Q�J���'�R�F�W�R�U�V�¶���,�Q�S�X�W

Trained Everyone and Implemented Accountability
ïTo Ensure Capability to Sustain the Effort
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