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Kaizen	

Kai  = Change 

Zen = Good 
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“everybody		
improving,		
everywhere,		
and	every	day”	
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Franciscan	St.	Francis	Health	
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Franciscan’s	
First	Kaizen	
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Franciscan	St.	Francis	Health	

•  ~25,000 improvements since 2007
•  40% staff participation each year
•  Millions in hard cost savings
•  And better patient & staff safety, quality, 

patient satisfaction, waiting times
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Franciscan	Endoscopy	Nurses	

“The culture here is staff input into everything.  �
They want staff figuring out how to fix things. �
What can we do to make our job easier? �
They allow us to implement things to see if it will work.”
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Title: Offering [Health System] Specialty Pharmacy

Before After

Patients are going 
to outside 
specialty 
pharmacies

Introducing and offering services of 
[Health System] Specialty Pharmacy 
to patients on DOT 6 Medical 
Specialties that have been or will be 
prescribed a specialty medication. 
Endocrinology will be first clinic to 
pilot this.

Effect

Goal: To switch 268 of the identified 488 endocrinology patients to [Health System] Specialty Pharmacy within a year. 167 
patients have been switched within 3 months of project implementation – resulted in 409 prescriptions and $638,225 in 
revenue for April-Jun.

Recurring Revenue of $221,664 per Month; patient satisfaction; quality improvement (pediatric-
trained pharmacist review now)

Name ID # Dept # Supervisor Date

Lori K. Sue K. 7/11/13
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Woman’s  
& Children’s 

3P 

EMR 
Implementation 

Six  
Sigma 

Projects 
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Kaizen 
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Kaizen 

Small 
Kaizen 

New Indy  
Bed Tower 

Lean 
Events 

Daily Kaizen 

3	Levels	of	Kaizen	

Bubble	size	is	meant	to	roughly	represent	relaFve	size	of	effort	
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m
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PDCA	/	PDSA	

• Plan	
• Do		
• Study	
• Adjust	
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Kaizen	&	InnovaSon	
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People	Hate	Change?	

“People	don’t	
resist	change,	
they	resist	being	
changed.”		
–  Peter	Scholtes	
(1938-2009)	
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Beyond	SuggesSon	Boxes!	
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Kaizen	and	the	Human	Mind	

Robert	Maurer,	PhD	
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Find

Discuss

Implement
(Test)

Document

Share

The	Kaizen	Process	
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Kaizen Card / Idea Card 
•  Standardized Card in Use 
– Prompts staff through the problem 

solving process 
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Nursing	Unit	Cards	
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Nursing	Unit	Cards	
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Document

Share

The	Kaizen	Process	
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Discussing	Kaizen	
•  Discuss	at	team	
huddles	

•  Discuss	1x1	with	
your	supervisor	

•  Discuss	with	
team	members	

•  Submit	ideas	to	a	
board	or	
soYware	
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Visual	Kaizen	Board	/	Idea	Board	

Ideas	 To	Do	 Doing	 Done	
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Visual	Kaizen	Board	
1 2 3 4
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“From	Judge	to	Coach”	
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Our	Job	as	Leaders:	

•  Our	job	is	not	to	judge	others	
•  Our	job	is	to	help	them	

•  Ask	quesFons	
•  Support	the	team	
•  Find	something	to	implement!	
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Toyota	Benchmark	

90%	 Something		
Implemented	

Nothing	Implemented	
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Responding	to	“Bad	Ideas”	

“Treat	each	
idea	as	a	
giY”	
-	Norman	Bodek	
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Find	Something	to	Implement	
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      We’re staying late to 
get QI reports done  

    Add more QI 
department staff 

          Employee sat 
reduced turnover 

          2/11      I. Moore 
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      E.D. patients & families 
have phone batteries die 
while waiting 
  Buy common chargers 
& have available to be 
borrowed   

          Patient sat. 
Better service 

          3/14     Steve J. 
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Exercise	

•  Write	an	Idea	Card	for	something	related	to	
your	own	job	

•  Present	it	to	your	neighbor,	as	your	manager	

•  Role	play	a	brief	discussion	about	the	card	
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Document

Share

The	Kaizen	Process	
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Completed	Kaizen	Card	
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Ebola PPE Supplies
Before After

Nurses would have had to carry PPE 
equipment for Ebola screening in one bag 
and a separate bag with protective gowns.

Everything combined into one bag. 

Effect

By eliminating one bag, less likely for a nurse to forget something and have to come 
back. Reduces risk of exposure. Reduces delays in vital patient care.

Name(s) Department Date

Darlene Nursing 10/20/14
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Kaizen	“Wall	of	Fame”	
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How	to	Get	Started	

•  Choose	a	pilot	department	/	area	
•  Leaders	do	a	Kaizen	first	
•  Set	expectaFons	for	staff	and	leaders	
– How	this	is	not	a	suggesFon	box	system	

•  Set	up	your	Kaizen	mechanics	
•  Build	Kaizen	leadership	capabiliFes	over	Fme	

•  Don’t	worry	about	making	Kaizen	“mistakes”	
–  You’ll	never	be	fully	ready	to	start	or	do	this	perfectly	
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Q&A	/	Contact	Info	
•  www.HCkaizen.com	
– Download	Chapter	1:	

•  www.Hckaizen.com/kaizenpreview	

•  Mark	Graban	
– mark@markgraban.com	

•  Joseph	Swartz	
–  joeswartz14@gmail.com	

	


