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Introduction 
In recent years, with the increasing service demand and shortage of manpower, there is significant growth 
of waiting list in our department. It was found that through service remodeling using lean approach and 
culture, physiotherapist processing time for each patient could be shortened and more cases could be 
treated with reasonable pace. All these ultimately lead to successful shortening of the waiting list. 
 
Objectives 
This project was to improve the physiotherapist efficiency in adult outpatient setting and hence shorten the 
waiting list for increasing service demand. 
 
Methodology 
The voice of stakeholders involving frontline staff, out-patient in-charge and patient were collected and 
translated to critical-to-quality tree diagram where the ‘Physiotherapist processing time’ for patient 
suffered from colles fracture was identified as the first target for improvement and was measured through 
the value stream mapping. The key root cause for the long processing time was evaluated through cause 
and effect analysis whereas the value added and non-value added process were identified through process 
value analysis. Corresponding improvement solutions were carried out. The Physiotherapist processing time 
and number of new patient intake per session were measured. The concept of service remodeling through 
lean approach and culture was rolled out to other limbs case. The duration of waiting time shortening were 
measured as the final outcome. 
 
Result 
From May to July 2014, 60 patient suffered from colles’ fracture were undergone the pilot service 
remodeling using lean approach. All the non-value added process were eliminated and the processing time 
for the value added process were shortened by improvement solutions included empower supporting staff 
to help in service delivery, prepare tailor made patient education material to shorten the patient teaching 
time, re-design the documentation form to user friendly layout and avoidance of double entry; and install 
hand equipment and evaluation tool to decrease the wastage at bottleneck. Ultimately, we successfully 
decrease 54% (from 24.9 min to 11.5 min, independent t-test, p<0.01) of the physiotherapist processing 
time for each new patient and hence increase new patient intake from 2 to 4.5 cases (225%) per week with 
same physiotherapist manpower. The concept of service remodeling through lean approach and culture was 
then rolled out to other chronic limbs case. With further 12 weeks of reform, the waiting list for patient 
suffered from chronic limb problem was shortened by 6 weeks which was about 40% of patient on our 
waiting list.


