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Case Study  

 Hearing Services department 

 Coach – Sam Brown 



Introduction  

Video intro by project lead 



Logistics 

Where and 

when? 

Who 

volunteered? 
The meetings 



Starting Out 

Agreed 
scope and 

support with 
project lead 

Presented to 
department 

to attract 
interest  

Started 
meetings 

Carried out 
5Ps 

assessment 

Issues 
themed 



Planning the changes - Themes 

Theme - IT systems  Theme - Clinic throughput 

Aim Changes Aim Changes 

Update PAS system Business case to IT Board to 

outline benefits, subsequent 

project management towards 

implementation 

Reduce clinic 

cancellations 

 

Introduction of new leave process 

for clinical staff 

 

Centralise printing Enabled Multi-function printer in 

department to ensure more 

cost effective quicker printing 

Improve 

Workshop 

efficiency 

Introduction of outcome slips for 

clinics so workshop know to create 

moulds etc. 

Improve 

Workshop 

efficiency 

Hearing aid repair database created 

Improve 

Workshop 

efficiency 

Change to working practices by 

excluding certain activity and staff 

during clinical time  



Planning the changes 

• The themes (IT Systems and Clinic flow) were then looked into using a variety of tools 

such as process mapping to determine how we could improve things. 

• Gave teaching sessions – helped engage the team 

 

 

 

 

• This generated objectives of things we wanted to see  

• Aims converted into tangible ideas 



Planning the changes  

Global aims 

• “Decrease amount of clinic slots cancelled by the department every month by 20% 

by reviewing the way in which staff take leave” 

 

• “Help provide support for a business case to upgrade clinical IT systems” 

 

• “Improve workflow and efficiency in the clinical workshop by reviewing the repairs 

process and work environment” 



Making the changes 

Principles 

• Tried to ensure we understood baseline data before we made 

changes 

• Trialled changes and tweaked as necessary – tests of change 

 

Benefits of changes made - IT 

• Implementing  new IT system will save time for clinic and admin 

staff and improve safety 

 



Making the changes 

Benefits of changes made – 41% decrease in cancellations 

 



Culture / other benefits 

• Helped foster a culture of improvement in the department. 

 

• Not just about the changes we have made so far – about 

embedding learning and culture.  

• Ran sessions on specific tools, e.g. process mapping / visual 

management 

 



Review 

• Positive changes made 

• Personal development 

• Culture / Teaching sessions 

 

• What was hard? 

• Starting out as a coach whilst simultaneously learning theory 

• Being disciplined 

• Taking on too much 

• Didn’t have patient involvement 

 



Team views 

“Helps give 

us dedicated 

time to focus 

on change” 

“Makes us 

be more 

objective 

over our 

own issues” 

Helps the 

whole team 

see the 

picture of 

how we 

work 

5Ps 

poster 



Video review from project lead 

 

 



Moving forward 

• New project launched by department 

• Coach involvement decreasing 

 



     

       Questions? 


