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Case Stupy 10.1:  Middle County Hospital
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Katie Bent, CEO of Middle County Hospital (MCH), had invite ye
Monday morning meeting with her management staff. You assurne
invitation was just to introduce you as the new management inter,
hospital. This she did at the beginning of the meeting. "Please Welcor,
name= to our staff. <Your name=> recently graduated from
with a BBA degree and will be working for me for the next Several mq,,,|

a variety of projects. Please make <your name> feel welcome. Turning ,

you, she said “Usually the junior member of the staff makes the co 7. i

you didn’t know about this, | came in early and made a fresh pot.- (T

laughed as she finished by saying, ‘"You owe me one." Al

Katie then proceeded with the meeting. “This weekend I met wit, ¢
Hospital Board. They asked that | make a presentation at their next 3

! Latl Meetin,
on the status of our program of continuous quality improvement

(CQI). The,
are well aware of how important this Program is to the operations of ,‘:‘

hospital as well as to our continued accreditation by JCAHO.” You nptice,
Nathan Walker, director of quality, shift uneasily in his seat. g
Katie continued, “Look upon this as an Opportunity to show the Boq
we're serious about CQI and to enlist their support for the program. Let's be
sure we do this right".
“Nathan, I'm assigning
assist you in upgrading the

State Uy

<your Name>, our new management intern, to
proposal.<your name=has studied quality man
agement at State University and can provide you with some extra technical
horsepower. You have until <deadline> to complete the report upon which
I will base my presentation. Make every minute count,”

The meeting adjourned after about another hour. Nathan invited you to
Join him for a cup of coffee. “Frankly, I'm still learning the technical aspects
of quality. I've joined the American Society for Quality and I'm beginning to
study for my certification exam, but I'm fairly new to all of this. | think we
have made some great progress—the CQI program is the best thing that has
happened to MCH in a long time. Did you study quality when you were a

student at State University?”

You paused for a minute, frantically trying to remember where you
stored your quality management text—the one your professor said you
should hang onto. “Sure. | took quality management as part of my study of
operations management. That material is still pretty fresh in my mind and |
have been considering preparing for the ASQ Certified Quality Improvement
Associate examination,” you said. While you weren’t as confident as you
sounded, you were sure you could re-read the quality management text and

it would all come back to you.

“That’s great!” said Nathan. “I've been collecting a lot of data, but
haven't had time to do anything with it on a systematic basis. F.oﬂow“ma. to
my office and let me give you a couple of sets of data (in Appendices) and see
what you can do with them.” Off you both went to Nathan's office.





[image: image2.jpg]ned with locating

e. That alonel results _in reduced patient satisfaction and more complaints
it food service and is largely unavoidable We would like to determine
e ways of dealing with this factor as well as identifying one or more
objectives to initiate to improve patient satisfaction with our food
. | have put together a summary of our food service process (Appendix
ind a summary of the comments received from patients about food service
ndix 3). See what you can do with this"".
*I think two projects are enough to show how we are doing with the CQI
ram. I'm really happy that Katie assigned you to help us out with this.
2 CQI program is really important. | want to be sure that we have a high
ality written report for her to present to the Board. I'm counting on you to
nalyze the redo data and present it with your conclusions in Part 1 of your
ort. Then in Part 2 present your analysis of the food service comment card
ta and propose a project to make the biggest improvement possible in this
ea. Can you have the work breakdown structure and Gantt chart for this
project to me by <deadline>?" You respond that you can meet that deadline.
“Great! I'm counting on you,” you said.
~ With that, you retired to your office, found your quality management
1 (thankfully), refreshed your cup of coffee, and started reading. The more
jou read, the more that you remembered from c]ass and the greater your
0 ﬁdenc'e became in your ability to do a good job for _Nathan Also, you
ought, a top quality report should repay Katie for making the coffee this





