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Using process mapping and PDSA to improve waiting time for appointment outcome letters
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Outcome measure: Time between appointment and report (I chart) Process measure: Count of reports sent out per week (I Chart)

Learning and what next?

We have understood the process and where the backlogs are. We were able to address some of the problems that were
identified with change ideas and PDSA cycles. Initial indications are that impact was observed in process measures but
outcome measure still appears a bit unstable.
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The team used Ql Tools to better understand their pathway. They then tried to reduce bottlenecks and queues to reduce the amount of
variation.

Although improvements seen were modest, the team decided to close the project as the project lead was leaving her role, and no one else
was able to take over the leadership.




