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From Teamwork To ResultsFrom Teamwork To Results……
The Nyack ED Success StoryThe Nyack ED Success Story

Dr. Oscar Dr. Oscar MarcillaMarcilla, , Christine Genovesi, BSN,RN                   Christine Genovesi, BSN,RN                   
Director Emergency ServicesDirector Emergency Services Nurse Manager Nurse Manager 

The Nyack ED TransformationThe Nyack ED Transformation

?? Improved Patient SatisfactionImproved Patient Satisfaction
?? Increased volume of patientsIncreased volume of patients
?? Decreased Length of StayDecreased Length of Stay
?? Decreased Patient Decreased Patient ““Walk OutsWalk Outs””
?? Improved Staff MoraleImproved Staff Morale
?? Successfully Implemented a 30 minute Service Successfully Implemented a 30 minute Service 

Standard Standard 
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Emergency DepartmentEmergency Department
?? Level II Trauma Level II Trauma 

CenterCenter
?? NYS Designated NYS Designated 

Stroke CenterStroke Center
?? Chest Pain CenterChest Pain Center
?? 40K Visits Annually40K Visits Annually
?? 36 Beds36 Beds
?? Pediatric EDPediatric ED
?? Express CareExpress Care
?? Main EDMain ED

The ChallengeThe Challenge……NyackNyack ED NeededED Needed
an Emergent Transformationan Emergent Transformation

?? Reduce turnaround times and delaysReduce turnaround times and delays
?? LWBS >3%LWBS >3%
?? Average LOS > 8hoursAverage LOS > 8hours

?? Improve patient satisfactionImprove patient satisfaction
?? 1717thth PercentilePercentile

?? Ensure quality care and patient safetyEnsure quality care and patient safety
?? EKG >35 minutesEKG >35 minutes

?? Low staff moraleLow staff morale
?? Increase volumeIncrease volume
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LENGTH OF STAYLENGTH OF STAY

There is a direct correlation There is a direct correlation 
between length of stay and patient between length of stay and patient 

satisfaction!satisfaction!

Nyack ED Patient Satisfaction
March 2006 - Feb 2007
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““Team WorkTeam Work””??
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Lean Six Sigma to the RescueLean Six Sigma to the Rescue……

HuddlesHuddles
??Hot Button ListHot Button List
??Staff Staff ““Buy InBuy In””
??Small quick fixesSmall quick fixes
??PilotsPilots
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Quality CareQuality Care……
?? National Benchmark EKG time 10 min.National Benchmark EKG time 10 min.
?? Standard WorkStandard Work
?? Team Approach RN,PCA,AATeam Approach RN,PCA,AA
?? Daily GraphsDaily Graphs
?? Red EKGRed EKG

Door to EKG 
Patients With Chest Pain
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INPUT
Triage

Registration

THROUGHPUT
Staffing levels

Diagnostic services
IT systems

Housekeeping

OUTPUT
Bed Control
Transport

Admission Order
Nursing Units

Time To Tackle Length of Stay...Time To Tackle Length of Stay...
““ItIt’’s not just about the EDs not just about the ED””

InputInput

?? EmergisoftEmergisoft
?? Bedside RegistrationBedside Registration
?? MeeterMeeter GreeterGreeter
?? Bedside TriageBedside Triage
?? WaitlessWaitless EDED
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ThroughputThroughput

??EmergisoftEmergisoft
??Lab Turnaround TimeLab Turnaround Time
??CT Turnaround TimeCT Turnaround Time
?? Increase Staffing LevelsIncrease Staffing Levels
??Quick Turn Over of BedsQuick Turn Over of Beds
??PilotsPilots

OutputOutput
??Bed Control MovedBed Control Moved
??““PullPull”” patients instead of patients instead of ““PushPush””
??Hospital Wide Response Hospital Wide Response ““Code 30Code 30””
??Fast turn over of patientsFast turn over of patients
??Admission ordersAdmission orders
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Y.T.D - LENGTH OF STAY  ED DISCHARGES
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Guaranteed Victory!!Guaranteed Victory!!

?? Super Bowl III MVP Joe Super Bowl III MVP Joe NamathNamath
?? 18 point underdogs18 point underdogs
?? Changed the history of the NFLChanged the history of the NFL
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Nyack Hospital Nyack Hospital 
30 Minute Standard30 Minute Standard
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Nyack Hospital Emergency Department
Percentage Met 30 Minute Service Standard
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Nyack ED Left Without Being Seen %
Jan 2007 - Jun 2008
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Volumes GraphVolumes Graph
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A Final ThoughtA Final Thought……
““Never doubt that a small group of Never doubt that a small group of 
committed people can change the world. committed people can change the world. 
Indeed it is the only thing that ever hasIndeed it is the only thing that ever has..””

--Margaret MeadMargaret Mead

Thank you!Thank you!
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