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Define Problem, Set Aim

M PRODUCTIVITY
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Opportunity for Improvement

Quality linens and adequacy of linen items received in a timely manner
are critical to each functions within healthcare sector. Conventional Linen
Management Services in hospitals are labor and resource intensive.

In FY2016, manpower schedule was reviewed with a reduction of 7.75
FTEs for linen attendants. Hence, management of existing manpower to
meet the increasing workload/needs is important in order to maintain the
best quality of Linen Management Services in NTFGH & JCH.

Aim

To review and design the current linen operation process by productive
methods in deployment of existing manpower resources with the support
from advanced technologies. The streamlining of work processes improve
operation efficiency and productivity, as well as enhance staff engagement
and collaboration with the users.

Select Changes

Establish Measures

Current Performance
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In response to the manpower reduction, high workload and costs
reduction, the processes were reviewed to reduce waste, improve
operation efficiency and productivity. In addition, the staff training
programme was designhed for the purpose of increasing employees job
performance and decreasing job complexity.
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* |Initiative 1 — Time saving for checking Lost & Found items, and
improving user satisfaction, one accessible point (QR code) is
implemented where users can access and self check for their
misplace items and follow up with necessary actions to retrieve it.

* |Initiative 2 — Increasing productivity and efficiency for daily linen
top-up process, and reducing waste on hard copy lists, QR code is
created for each service point to link to Warehouse Management
System (WMS). It enables linen staff to perform linen picking process
through smart phone.

* |Initiatives 3 — Improving employee engagement and satisfaction,
reducing waste on hard copy training materials/records, interactive
online web-based training platform is design for linen staff training
programme.
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Figure 4: Interactive Online Web-based
Training Platform

Test & Implement Changes

Analyse Problem

Probable Root Causes

Environment People

» Hard copy training materials are
repetitious and uninteresting to staff

» Staff dissatisfaction for the routine
training programme

» Employee burnout

» Increasing incoming calls for
Lost and Found tracking

» High paper consumption for
nard copy records/list

High
Workload&
Waste
» Physical hardware is not user
friendly
» Limitation of existing system-
Warehouse management » Time consuming on manual tracking
system (WMS) of activities

» Manual data entry subjected to

human error

System Process

Results
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Figure 5: Number of incoming call for Lost & Found
User satisfaction survey score
(Jan 2016 — Sep 2017)

* Initiative2 & 3:
a) Total cost saving for paper consumption - $720 per year
b) Total cost saving for hard copy training materials - S15 per year
c) Improvement of staff satisfaction — Achieved 99.8%
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Figure 6: Staff satisfaction score &
Paper consumption/month
(Dec 2017 — Mar 2018)

c) Staff Survey 26.1% 99.8%

Spread Changes, Learning Points

1) Minimize activities and tasks by simplifying the work process to be
efficient, effective and productive.
2) Big changes start with small ideas.
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