Streamlining Patient Flow:
Implementation of a Check-In System
at Patient Registration

e |ncorrect arrival time estimates

Patient Registration sees 140-170 patients daily. e Patients registered out of order

A manual registration process relying on paper- e Lack of data to manage flow and improve
based tracking and check-in for patients, resulted processes

in: e Staff dissatisfaction and frustration

e Negative patient experience

e Streamline staff workflow, ensuring

Our solution was to implement a touchscreen accurate and efficient processing of
kiosk system to enhance the registration patient information

process. The solution empowered registration e Address wait times in the moment
staff with data to: e (Clearly identify and process the next

patientin line

Data extracted from the system now shows that the average wait time is 3 (three) minutes from
check-in to registration and that 9 (nine) out of 10 (ten) patients are registered within 6 (six)
minutes. This improves on historically observed wait times of 10 (ten) -15 (fifteen) minutes.

Chart 1 shows current wait times are stable between our lower and upper control thresholds. The
spikes are caused by factors, such as being short-staffed or much higher patient volumes

1.Engagement and collaboration with the Registration team from the project’s start ensured the
solution would integrate into existing workflows

2.The use of an agile, targeted approach to project management combined with a frequent
feedback cycle with the Registration team enabled a quick solution to the problem

Figure 1: Patient Registration Team at CMH

Chart 1: Post-Innovation Fund Project, Daily Average Wait-time from
Arrival to Registration in Minutes

Figure 2: Check-in Screen (Power App) Figure 3: Check-in System at Patient
Registration Entrance

Since putting the kiosk and new processes into action, feedback from both staff and patients has been
positive and delays to scheduled appointments are down
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