
National For-Profit System:  
Strong Metric Improvement 
in ED Throughput

Challenge
SCP Health (SCP) became the ED partner for this national for-profit southeastern health system in 
November – precisely on Thanksgiving Day. This 20k annual ED volume facility wanted to 
engage a dedicated partner to improve quality core measures. At the time, the ED faced five 
primary challenges: 

• Left	Without	Being	Seen	numbers	(LWOTs)	exceeding	10%	monthly
• Arrival-to-Triage	time	over	14	minutes
• Door-to-Doctor	time	approaching	80	minutes
• Patient	satisfaction	scores	low	at	less	than	65%	satisfaction
• Inefficient	patient	throughput
• High	Length	of	Stay

Approach
In this client partnership, the key to success came in aligning goals and driving better flow between 
work teams. SCP quickly collaborated alongside the client to set strong benchmark goals for 
performance metrics and to understand and support the long-term objectives of not only the client, 
but of their parent system as well. We coordinated with the Medical Director to establish goals, define 
success measures, implement improved communication and accountability with providers, and 
offered leadership development. Along with action items for improving throughput, and the facility’s 
hire of a new Nursing Director to remedy their nursing shortage, the team was prepared for success.  

Notable initiatives that produced meaningful metric improvements included: 

• Implementation	of	action	flow	teams	–	analyze	and	interpret	metrics	with	radiology
and	lab teams to improve performance. To ensure movement and prevent from
being a reporting meeting, action items were determined with each team member.

• Monthly	on-site	visits	and	virtual	meetings	between	SCP	leadership	and	the
facility’s	team

• Supported Medical Director with leadership development and consistent
leadership	meetings	with	Group	Medical	Officer.

• Set	benchmarks	of	less	than	2%	for	LWOTs,	10	minutes	or	less	for	Arrival-to-Triage,
30	minutes	or	less	for	Door-to-Doctor	time,	and	a	patient	satisfaction	score	of
greater	than	87%.

• Implemented EM/HM Admission protocols as well as nursing protocols,
and reviewed the entire admissions process for opportunities for
enhancement.

• Regularly	scheduled	provider	meetings	and	communication
to	engage	EM	protocols,	quality	measures,	and	overall
improved	patient		flow	techniques.
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Results
With the above strategic initiatives and the partnership of the facility’s staff and administration, 
performance metrics improved considerably within the first year of the client relationship:  

• Arrival-to-Triage	has	decreased	from	14	minutes	in	January	2017,	to	now	4	minutes.
• Door-to-Doc	time	dropped	significantly	from	nearly	80	minutes	in	January	2017,	to	now

16	minutes.
• LWOTs	have	largely	decreased	from	over	10%	in	January	2017	to	0.7%	in	January	2018.
• Patient	satisfaction	scores	have	consistently	increased	from	62%	in	January	2017	and

continue	to	meet	or	exceed	the	71%	satisfaction	goal.

LWOT METRICS:
Significant decline in LWOT percentage 
since start of contract. 
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“This partnership has delivered substantial results,
 

not only in core quality measures, but also in the
overall improvement of the team. The collaborative 
atmosphere with the hospital, and our alignment of 
strategic goals and initiatives, has led to much 
success. Starting this contract on Thanksgiving Day 
was tough, but everyone persevered and it has 
been a wonderful journey in teamwork with 

excellent results.” Dr. Daniel Newhaller

Group Medical Officer, SCP Health
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