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Better Reception Services: Automated Queuing System




MELTON HEALTH (Super Clinic)

» Melton Health was the first of three State Government funded Super Clinics to open its doors in Victoria.
Melton Health is a contemporary, state-of-the-art day hospital offering a range of services to a rapidly

expanding population.




MELTON HEALTH OBJECTIVES

Implement the Government’s policy commitment to
the building of three Super Clinics

 |Improve access to health care in growth areas of
metropolitan Melbourne

« Divert demand from existing hospitals

« Improve the coordination and integration of health
care

« Set broad capital and recurrent operating funding
and financing strategies that are sustainable and
maximise service and future development
opportunities



SERVICES

Many services are offered at Melton Health. The services are substitutions for both in-patient

and out patient / ambulatory care programs.

Substitutions for In-patient
programs include:

* Renal Dialysis (12 Chairs)
» Chemotherapy (6 Chairs)

Urgent Care

* Urgent Care

» Radiology — X-Rays, Ultrasound
» Pathology Collection

e Pharmacy
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SERVICES CONTINUED

Ambulatory Care Programs include:

*Multi-disciplinary teams working in the following programs:
- Paediatrics

 Obstetrics / antenatal

» Gastroenterology

* Oncology / Haematology

« Endocrinology / Diabetes

» Orthopaedic

» General Medicine

* Dermatology

» Chronic Disease Management
» Day rehabilitation

» Gastroenterology

» Cardiology



WHY AN AUTOMATED QUEUING SYSTEM?

Melton Health investigated the use of an automated queuing system to ensure that patients received
prompt attention using a format that was user friendly for clinicians' and provided a mechanism to
guantitatively measure its performance in this area.

- Patient Flow Management

* Ensure Prompt Service

» User Friendly for Patients

» User Friendly for Clinicians

» Make full use of the Technology
 Fully Integrated

* Free up Reception Resources

» Cost Benefit

 Measure Performance
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CLINICAL STREAMS
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FOR THE PATIENT

- Self service — no need to queue at Reception

* Will not be missed

 Drop in perceived waiting time

* No queue jumping unless requested by the clinician
« Can provide estimated wait time

 Friendly and calm environment




FOR THE CLINICAN

- See appointments arrive and who is next in the queue

« Can monitor queue length and waiting times

» Can transfer patients to other queues (e.g. Pathology)
 Patient can use one ticket to access a number of services

» Can be used to monitor arrival and departure patterns to
make informed decisions on appointment lengths, etc.




RETURN ON INVESTMENT

- Improved clinic efficiency — more on-schedule appointments

* Reduced overall staffing costs — normally, less than half the
Reception staff needed

» Performance tracking capabilities — through use of statistics
there is better visibility of serving efficiencies

* Improved patient experience



Q's & A’s

FOR FURTHER INFORMATON

» David Grace, Deputy Chief Executive, Djerriwarrh Health Services. Ph.
97477602 or DavidG@djhs.org.au

* http://www.health.vic.gov.au/healthcareawards/winners/2009.htm
e http://www.g-matic.com.au/?id=6745
* Qmatic: Stephen Pratt. Ph. 02 8622 6400
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