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Lynne Cunningham’s 

Book Review

I just read a great book that I think should be added to your Leadership Library.
	Book
	Hardwiring Flow:  Systems and Processes for Seamless Patient Care

	Author
	Thom Mayer and Kirk Jensen

	Pillar of Excellence
	All – this is a Leadership book about getting results across all Pillars

	Publisher’s Book Description
	You know you have great healthcare providers. But are your systems and processes letting them maximize the time they spend with patients?
It's a deeply important question. Even the best, most talented, most compassionate healthcare providers are only as good as the context in which they practice. Organizations must set them up to do their best possible work. Only when patients flow smoothly through the care process can physicians, nurses, and other care providers execute their tasks efficiently and effectively. 

Hardwiring Flow: Systems and Processes for Seamless Patient Care, by Drs. Thom Mayer and Kirk Jensen, delves into one of the most critical issues facing healthcare leaders today. Patient flow. 

	LC Review
	Drs. Mayer and Jensen have written a thoroughly readable book with specific recommendations on how to run a more efficient and effective organization by focusing on flow throughout the system.  The stories are illustrative and the examples easy to relate to.  The book includes many tool kits and tactical recommendations that will drive results.  The text describes alignment along the flow continuum with Studer Group’s Evidence-Based Leadership tools and tactics.  

	Page
	Lynne suggests that you pay special attention to some of these features in the book. 

	8+
	To the extent that we are able to forecast patient demand, we increase our ability to improve flow.  The more a system has bottlenecks or rate-limiting steps built into it, the less it has flow as an essential characteristic.

	11
	Flow exists to the extent that value is added to a product or service during a patient’s journey through the queues and service transitions in healthcare.  
Flow = Value Added Service = Benefits Received/Burdens Endured

	21
	Flow is defined as adding value to processes or services by increasing benefits, decreasing burdens, or some combination of both when applied to the movement of patients through the network of service transitions and queues that characterize modern healthcare.

	25+
	The Flow Toolkit
Quality patient care and excellent patient satisfaction are largely outcomes of good systems and processes, as well as the aptitudes and attitudes of those performing the processes.  The seven key strategies for improving flow are:

1. Demand-capacity management

2. Real-time monitoring of patient flow

3. Forecasting service demand

4. Queuing theory

5. The Theory of Constraints

6. Managing variation

7. System appreciation

	39+
	Great discussion on the theory of waiting.

	50
	In order to optimize the system, everyone working in it needs to clearly understand the overall aim of the system.

	56+
	Will:  the sustained commitment to make a difference.
Ideas:  the lifeblood of our work.

Execution:  the ability to actually carry out our plans and to hardwire the gains.

	63
	If it doesn’t make your job easier, it isn’t really patient satisfaction or customer service – it’s something else masquerading or pretending to be patient satisfaction.

	72 - 87
	The role of LEAN and Six Sigma in improving flow and creating high reliability organizations.

	83
	To be sure, many of the central tenets of patient safety may be viewed as taking more time, more effort and more steps to accomplish.  If they are not adopted in the context of flow, they not only slow the process down, but make it seem that flow is reduced from the patient’s perspective.  However, if patient-safety initiatives are put in place with the appropriate focus on flow, they can actually improve the patient’s perception of both flow and safety.

	92+
	Covey:  Managers do a great job of assuring that the team is making great progress at cutting their way through the jungle.  Leaders climb a tree, survey the landscape and say, “Wrong jungle!”
Management deals with what is.  Leadership deals with what our future will be.  Healthcare organizations require both leadership and management skills to succeed.  One without the other is a recipe for either a poorly run ship or one without a rudder.

	106
	The power of the story.  The canary story.

	109
	Chapter 5 – good discussion of the ROI of improving flow.

	121+
	Great insights on engaging physicians in flow.

	144+
	Applying Kubler-Ross’ stages of death and dying to physicians with disruptive behavior.

	149+
	ED flow in great detail.

	187+
	Inpatient flow.

	211+
	Surgical flow.

	Overall rating 
	Excellent – a must read for every healthcare leader desirous of running a better organization

	Publisher and Year Published
	2009
	Fire Starter Publishing

	Price
	Retail $28; 
Fire Starter Publishing Direct $18; 
bulk discounts available at www.firestarterpublishing.com 
	Order from www.firestarterpublishing.com/excellenceintheED  

	Recommended by
	Studer Group colleague and author Thom Mayer


This book report is posted at www.studergroup.com.  To read additional titles reviewed and recommended by Lynne Cunningham, visit Book Reviews under Tools and Knowledge at www.studergroup.com.  
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