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Objectives

Turn Research Insights Into Real-World Improvements

Eliminate Waste

Create Value

Why This
Matters
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Voice of the Customer

Surveys / Questionnaires
Interviews / Focus

Observation / Analytics

Social Media / Online
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Integrating Voice of the Customer

Categorize .
and Define Drive CI E:«t:itt’)gscrll(
Prioritize Metrics

Needs Loops




Types of
Research
That

Drive
Quantitative — WHAT
C h a n ge « Efficient for large samples

» Best for causal links

» Captures real-time
behavior

» Cost-effective, uses
existing data

* Quantifies patterns in text
/ media

Qualitative - WHY

* Rich, personal insights
» Group dynamics spark

ideas

» Captures real behavior
» Deep dive into a single

case

» Uses existing materials

“If I had an hour to
solve a problem, I'd
spend 55 minutes
thinking about the
problem and 5 minutes
thinking about
solutions.”

- Albert Einstein
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Define the Problem

Real
[ WYV Problem

.Why’)

Surface Problem E

Analyze the Root Cause

Machine Method People

Problem
Material Measurement Environment e
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Design Countermeasures

PACE Prioritization Matrix
@ @
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Priority °
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Easy

Consider

Ease of Implementation

Difficult

_/ Eliminate
High Low e
Anticipated Benefit

]
Implement Jﬂ
Change
with PDSA
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Sept
2023

Research
project
identifies
opportunity

®

Case Study: Research to Results

Nov - Dec Feb
2023

Planning
Identify & prioritize

2024

Implementation
of “Flex Track”

countermeasures

Sept - Nov
2023

.—

Current state assessment:
Gathering feedback
Current state assessment

Assessment of data and
Trial Phase PDSA

Jan - Feb @ Feb - Dec
2024 2024
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Metric

Before
Improvements

Case Study: Measuring Results

Month 1 Month 2 Month 3 Month 4 Month 5
Following Following Following Following Following
Change Change Change Change Change

Left Without 2.74%
Being Seen 2023 monthly (_zz",’;?, (-zzﬁ’:s)
(LWBS) % average
LWBS — Missed $169,714 $123,891 $129.110
R 2023 monthly (-24%)
evenue (-27%)
average
39.07 (minutes)

DRI 2023 monthly N/A
time

average
Door-to-bed 49.11 (minutes) 43.30
time 2023 monthly [-1&%}
(12pm — 12am) average
Staff Satisfaction 3.05 3.35
Survey
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Key Takeaways

Bridge the Gap Between Insight and Action

* Research

Integrate the Voice of the Customer into Improvements

» Understanding needs, frustrations, and values

Use Both Quantitative and Qualitative Research
* What vs. Why

Analyze Root Causes Systematically
+ Fishbone, Pareto Charts, etc.

Design and Prioritize Countermeasures
« PACE

Implement Change Using PDSA

» Test small, learn quick, iterate

Call to
Action

é\

FROM INSIGHT
TO IMPACT
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Questions
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Resources

» Clark, J. (2025, June 25). Types of Research - Methods and Examples. Retrieved from The
Savvy Scientist: https://www.thesavvyscientist.com/types-of-research-methods/

* Doerr, J. (2018). Measure What Matters. New York: Penguin Random House, LLC.

* Graban, M. (2016). Lean Hospitals. Boca Raton, FL: CRC Press.

« Jain, N. (2023, Sept 11). What is Voice of Customer (VoC) Research? Definition,

Methodology, Best Practices. Retrieved from Ideascale: https://ideascale.com/blog/what-is-
voice-of-customer-research/

* Modig, N., & Ahlstrom, P. (2012). This is Lean: Resolving the Efficiency Paradox. Stockholm:
Rheologica Publishing.

* Moineux, J. (2018). Using action research for change in organizations: processes,
reflections and outcomes. Journal of Work-Applied Management, 10(1), 19-34. doi:10.1108

* Mosher, J. (2014). From Research to Action: Four Theories and Their Implications for
Knowledge Mobilization. Scholarly and Research Communication, 5(3), 17pp.

+ Toussaint, J., & Barnas, K. (2021). Becoming the Change. New York: McGraw Hill.
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