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Syllabus

Course Overview

In this course, learners analyze the application of managerial concepts as they pertain to the support infrastructure of the health care organization.
Course topics include issues, trends, and best practices related to supply chain management, process improvement, facility layout, quality improvement,
resource planning, and facilities management.

Course Competencies

To successfully complete this course, you will be expected to:

Course Prerequisites

There are no prerequisites for this course. 

Describe when and how the senior leader would directly impact health care operations.1

Analyze the impact of the various success factors of a health care organization.2

Analyze the concept of competitive strength by considering efficiency and effectiveness of organizational processes.3

Apply management concepts to lead an efficient health care system.4

Communicate in a manner that is scholarly, professional, and respectful of the diversity, dignity, and integrity of others
and is consistent with health care professionals.

5



Syllabus  Course Materials

Required

The materials listed below are required to complete the learning activities in this course.

Library

The following required readings are provided in the Capella University Library or linked directly in this course. To find specific readings by journal or book
title, use Journal and Book Locator. Refer to the Journal and Book Locator library guide to learn how to use this tool.

• Burmahl, B. (2017). Who's up next? Hospitals work to develop the next generation of facilities managers. Health Facilities Management, 30(5), 20–
25.

• Chakraborty, S., & Dobrzykowski, D. D. (2013). Supply chain practices for complexity in healthcare: A service-dominant logic view. IUP Journal of
Supply Chain Management, 10(3), 53–75.

• Chazal, R. A., & Montgomery, M. J. (2017). The dyad model and value-based care. Journal of the American College of Cardiology, 69(10), 1353–
1354.

• Chen, D. Q. (2013). Enhancing hospital supply chain performance: A relational view and empirical test. Journal of Operations Management, 31(6),
391–408.

• Delaveris, S. L. (2015). At your service line. Physician Leadership Journal, 2(1), 34–35.
• Ferenc, J. (2016). Study tests effect of room layout on patient satisfaction. Health Facilities Management, 29, 7.
• Five more strategies to improve patient throughput. (2016). Hospital Case Management, 24(12), 164–165.
• Gebicki, M., Mooney, E., Chen, S., & Mazur, L. M. (2014). Evaluation of hospital medication inventory policies. Health Care Management Science,
17(3), 215–229.

• Gellad, Z. F., & Day, T. E. (2016). What is value stream mapping, and how can it help my practice? The American Journal of Gastroenterology,
111(4), 447–448.

• Iannone, R., Lambiase, A., Miranda, S., Riemma, S., & Sarno, D. (2014). Pulling drugs along the supply chain: Centralization of hospitals'
inventory. International Journal of Engineering Business Management, 6.

• Iqbal, M. J., Geer, M. I., & Dar, P. A. (2017). Medicines management in hospitals: A supply chain perspective. Systematic Reviews in Pharmacy,
8(1), 80–85.

• It takes data to improve patient flow. (2016). Hospital Case Management, 24(12), 165–166.
• Jaskie, S., & Rodgers, G. (2014). Current trends in U.S. cardiology practice. Trends in Cardiovascular Medicine, 24(8), 350–359.
• Kizer, K. W. (2015). Clinical integration: A cornerstone for population health management. Journal of Healthcare Management, 60(3), 164–168.
• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:

Jossey-Bass.
• Kumar, S., & Blair, J. T. (2013). U.S. healthcare fix: Leveraging the lessons from the food supply chain. Technology & Health Care, 21(2), 125–141.
• Kwon, I. W. G., Kim, S. H., & Martin, D. G. (2016). Healthcare supply chain management; strategic areas for quality and financial improvement.
Technological Forecasting and Social Change, 113, 422–428.

• Lavender, S. A., Sommerich, C. M., Patterson, E. S., Sanders, E. B., Evans, K. D., Park, S., . . . Li, J. (2015). Hospital patient room design. HERD:
Health Environments Research & Design Journal, 8(4), 98–114.

• O'Neill, D. P., & Scarborough, S. (2013). Mitigating risks related to facilities management. HFM (Healthcare Financial Management), 67(7), 52–55.
• Olson, S. A., & Mather, R. C., III. (2013). Understanding how orthopaedic surgery practices generate value for healthcare systems. Clinical
Orthopaedics and Related Research, 471(6), 1801–1808.

• Oostra, R. D. (2016). Physician leadership: A central strategy to transforming healthcare. Frontiers of Health Services Management, 32(3), 15–26.
• Parmar, P. (2015). Outsourcing non-clinical processes in the healthcare industry: Contributions to long term sustainability. Journal of Healthcare
Management, 8(2), 65–67.

• Rosales, C. R., Magazine, M., & Rao, U. (2014). Point-of-use hybrid inventory policy for hospitals. Decision Sciences, 45(5), 913–937.
• Saghbini, J. (2016). The power of inventory management: Turning data into insights for better outcomes. Healthcare Informatics, 33(4), 26–27.
• Sherwin, J. (2013). The essentials of medical device inventory tracking. Biomedical Instrumentation & Technology, 47(5), 382–386.
• Sussman, I., & Prystowsky, M. B. (2012). Pathology service line: A model for accountable care organizations at an academic medical center.
Human Pathology, 43(5), 629–631.

• Taner, M. T., Sezen, B., & Atwat, K. M. (2012). Application of six sigma methodology to a diagnostic imaging process. International Journal of
Health Care Quality Assurance, 25(4), 274–290.



Unit 1  Supply Chain Management

• The new model of healthcare facility management. (2014, April). Building Design & Construction.
• Udayai, K., & Kumar, P. (2012). Implementing six sigma to improve hospital discharge process. International Journal of Pharmaceutical Sciences
and Research, 3(11), 4528–4532.

• Vila-Parrish, A., Ivy, J. S., & He, B. (2015). Impact of the influenza season on a hospital from a pharmaceutical inventory management perspective.
Health Systems, 4(1), 12–28.

• Walker, C. (2016). Strategies for improving patient throughput in an acute care setting resulting in improved outcomes: A systematic review.
Nursing Economic$, 34(6), 277–288.

• Yoon, S. N., Lee, D., & Schniederjans, M. (2016). Effects of innovation leadership and supply chain innovation on supply chain efficiency: Focusing
on hospital size. Technological Forecasting and Social Change, 113, 412–421.

• Young, G. J. (2016). Hospital employment of physicians and supply chain performance. Health Care Management Review, 41(3), 244–255.

External Resource

Please note that URLs change frequently. While the URLs were current when this course was designed, some may no longer be valid. If you cannot
access a specific link, contact your instructor for an alternative URL. Permissions for the following links have been either granted or deemed appropriate
for educational use at the time of course publication.

• Cahnman, S. (2014, December 26). Best of 2014: Designing for the patient experience. Health Care Design. Retrieved
from http://www.healthcaredesignmagazine.com/trends/operations-facility-management/designing-patient-experience/

• GSI Healthcare. (n.d.) Standardization … Stat! Improving the health care supply chain with data standards | Transcript [Video File]. Retrieved
from https://www.youtube.com/watch?v=VrvGKB9G3Iw

• Hughes, R. G. (2008). Tools and strategies for quality improvement and patient safety. In R. G. Hughes (Ed.), Patient safety and quality: An
evidence-based handbook for nurses (ARHQ Publication No. 08-0043). Rockville, MD: Agency for Healthcare Research and Quality. Retrieved
from https://www.ncbi.nlm.nih.gov/books/NBK2633/

• Institute for Healthcare Improvement. (2003). Optimizing patient flow: Moving patients smoothly through acute care settings. Boston, MA: Author.
Retrieved
from http://www.ihi.org/resources/Pages/IHIWhitePapers/OptimizingPatientFlowMovingPatientsSmoothlyThroughAcuteCareSettings.aspx

• McHugh, M., Van Dyke, K., McClelland, M., & Moss, D. (2011). Improving patient flow and reducing emergency department crowding: A guide for
hospitals (AHRQ Publication No.11[12]-0094) [PDF]. Retrieved from https://www.ahrq.gov/sites/default/files/publications/files/ptflowguide.pdf

• Reiling, J., Hughes, R. G., & Murphy, M. R. (2008). The impact of facility design on patient safety. In R. G. Hughes (Ed.), Patient safety and quality:
An evidence-based handbook for nurses (ARHQ Publication No. 08-0043). Rockville, MD: Agency for Healthcare Research and Quality. Retrieved
from https://www.ncbi.nlm.nih.gov/books/NBK2633/

• Verma, J. Y., & Amar, C. (2015). Can a healthcare "lean sweep" deliver on what matters to patients? Comment on "Improving Wait Times to Care
for Individuals With Multimorbidities and Complex Conditions Using Value Stream Mapping". International Journal of Health Policy and
Management, 4(11), 783–785. Retrieved from http://ijhpm.com/article_3068_616.html

Suggested

The following materials are recommended to provide you with a better understanding of the topics in this course. These materials are not required to
complete the course, but they are aligned to course activities and assessments and are highly recommended for your use.

Library

The following suggested readings may be available in the Capella University Library. To find specific readings by journal or book title, use Journal and
Book Locator. Refer to the Journal and Book Locator library guide to learn how to use this tool. If the full text is not available, you may be able to request
a copy through the Interlibrary Loan service.

• Suess, C., & Mody, M. (2017). Hospitality healthscapes: A conjoint analysis approach to understanding patient responses to hotel-like hospital
rooms. International Journal of Hospitality Management, 61, 59–72.

Optional

The following optional materials are offered to provide you with a better understanding of the topics in this course. These materials are not required to
complete the course.

Introduction



u01s1 - Study

u01d1 - Competitive Dimensions of Health Care

Health care operations is a complex topic, encompassing many aspects including (but not limited to) service locations, personnel, policy, leadership,
finance, strategy, and quality. While the industry is generally viewed as a service industry, its systems are faced with complex operational challenges
including supply chain, strategy, quality and project management, and service delivery. Given the changing landscape from a health reform and financial
perspective, health care organizations must focus on improving their operations and improving efficiencies to remain competitive. A component of the
health care delivery process is the procurement, stocking, and dispensing of supplies. Within this process, opportunities exist to add value, reduce waste,
and create standardization throughout the organization. Effective management of health care operations creates value for all stakeholders.

In Unit 1, we will discuss operations management and supply chain strategies. Included this week will be a review of the concepts of supply chain,
purchasing, logistics, inventory management, efficiency, and value.

Reference 

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass.

Learning Activities

Readings
Use the Capella University Library to read the following:

• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:
Jossey-Bass.

◦ Chapter 1, "Health Care Operations and Supply Chain Strategy," pages 3–20.

• Chakraborty, S., & Dobrzykowski, D. D. (2013). Supply chain practices for complexity in healthcare: A service-dominant logic view. IUP Journal of
Supply Chain Management, 10(3), 53–75.

• Chen, D. Q. (2013). Enhancing hospital supply chain performance: A relational view and empirical test. Journal of Operations Management, 31(6),
391–408.

• Iannone, R., Lambiase, A., Miranda, S., Riemma, S., & Sarno, D. (2014). Pulling drugs along the supply chain: Centralization of hospitals'
inventory. International Journal of Engineering Business Management, 6.

• Kumar, S., & Blair, J. T. (2013). U.S. healthcare fix: Leveraging the lessons from the food supply chain. Technology & Health Care, 21(2), 125–141.
• Young, G. J. (2016). Hospital employment of physicians and supply chain performance. Health Care Management Review, 41(3), 244–255.

Internet Resources
• View the video Standardization ... Stat! Improving the Health Care Supply Chain With Data Standards | Transcript.

Multimedia
• Complete Flows in Supply Chain.

Discussion Preparation
To complete the second discussion in this unit, you will need to search the Capella University Library for a peer-reviewed journal article that
discusses supply chain and health care costs.

For this discussion:

Discuss the competitive dimensions of health care and how the supply chain may affect the organization's ability to remain competitive. Select one of the
elements below and respond to the questions that follow:

1. Cost.



u01d2 - Supply Chain and Health Care Costs

2. Quality.
3. Speed of delivery.
4. Support after the service.

• How does the supply chain impact the organization's ability to achieve a competitive edge?
• What are the implications for the organization if the supply chain is unable to meet the needs of the element you have chosen?
• What impact do external suppliers have on the element you have selected?
• What role does leadership have in impacting the element you selected?

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u01d1 - Learning Components

• Identify an organization's competitive advantage.
• Identify what leaders should address related to inventory.
• Discuss consequences of leaders not addressing inventory needs.
• Apply the principles of effective composition.
• Define quantities to order.
• Assess the relevance and credibility of information sources.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.

For your initial response to this discussion, research and identify one peer-reviewed journal article discussing supply chain and health care costs. After
reading the article, respond to the following:

• Why did you select this article?
• What about the article interested you?
• What are your overall thoughts and reactions? Do you agree or disagree with the author? Why?
• What have you learned as a result of the article in regard to supply chain and health care costs?
• Why is this article important for informing health care leaders?
• As a leader, are there lessons to be learned regarding inventory management, supply chain, or cost?
• Based upon your review, what suggestions or recommendations do you have for the health care industry?

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

Undergraduate Discussion Participation Scoring Guide

APA Style and Format

Undergraduate Discussion Participation Scoring Guide

Capella University Library



Unit 2  Inventory Management

u02s1 - Study

u02s2 - Vila Health Challenge Preparation

u01d2 - Learning Components

• Discuss implications of not adhering to the recommended inventory purchase.
• Discuss why EOQs are conducted.
• Identify what leaders should address related to inventory.
• Determine when alternative stocking should be considered (ordering inventory vs. consignment).
• Discuss consequences of leaders not addressing inventory needs.
• Discuss the impact of the heart institutes volumes (past, present and projected) from a strategic perspective (related to pacemaker use) on the

overall success of the organization.
• Apply the principles of effective composition.
• Define quantities to order.
• Assess the relevance and credibility of information sources.
• Determine when other products should be considered.
• Compare product use this year, from prior year, and projected budget year.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.
• Summarize your finding and recommendations.
• Discuss the impact of efficient inventory control on the organization's effectiveness.

Introduction

We are all familiar with the concept of inventory. Whether it is due to your most recent visit to the grocery store—only to realize they are out of your
favorite ice cream, taking inventory in your cupboards to determine what items you need to pick up on your next grocery store trip, or attempting to find
staples at your job only to find out that none are available. In health care, inventory management is vital for many reasons, including regulatory
compliance and investment protection. When we think about the inventory of a health care organization, we must take into consideration items ranging
from pots and pans to medical devices and surgical instruments.

This week, our focus is on the factors that influence inventory management in the health care setting, including the purpose of inventory management,
utilization, regulatory control, monitoring, and financial implications.

Reference

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass.

Learning Activities

Readings
Use the Capella University Library to read the following:

• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:
Jossey-Bass.

◦ Chapter 15, "Inventory Management," pages 501–523.

• Iqbal, M. J., Geer, M. I., & Dar, P. A. (2017). Medicines management in hospitals: A supply chain perspective. Systematic Reviews in Pharmacy,
8(1), 80–85.

• Saghbini, J. (2016). The power of inventory management: Turning data into insights for better outcomes. Healthcare Informatics, 33(4), 26–27.
• Yoon, S. N., Lee, D., & Schniederjans, M. (2016). Effects of innovation leadership and supply chain innovation on supply chain efficiency: Focusing

on hospital size. Technological Forecasting and Social Change, 113, 412–421.



u02d1 - Inventory Control Processes

u02d2 - Economic Order Quantity Calculations

Vila Health is a virtual environment that simulates a real-world health care system. In the various Vila Health scenarios, you will apply professional
strategies, practice skills, and build competencies that you can apply to your coursework and in your career.

During this unit, complete the Vila Health: Pacemaker Inventory challenge. You will use the information you gather in this scenario to complete the first
assignment for this course in which you will assume the role of an inventory analyst and prepare a PowerPoint for your director examining the ordering,
stocking, and use of pacemakers at your organization. If you have not already started to work on the assignment, begin now by researching relevant
topics. Review the Vila Health: Pacemaker Inventory assignment description and its scoring guide to learn more about the assignment expectations. You
are encouraged to research topics on inventory management, inventory control, inventory ordering systems, economic order quantity (EOQ)
calculations, and inventory stocking techniques. As you research, consider industries outside of health care, as techniques utilized in other industries
may fit the scenario presented.

Click Vila Health: Pacemaker Inventory to complete this multimedia challenge.

Course Resources

For this discussion, select one inventory item from the list below and discuss the implications of not adhering to inventory control processes. In your
response, consider any (or all) of the following: legal, ethical, financial, regulatory, and risks associated with poor inventory management. Finally, discuss
whether the inventory item you selected is generally kept in stock or on consignment. Explain the rationale for this stocking decision.

• Medical devices.
• Surgical instruments.
• Technology (computers, tablets, et cetera).
• Medication.

Response Guidelines 
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u02d1 - Learning Components

• Discuss implications of not adhering to the recommended inventory purchase.
• Determine when alternative stocking should be considered (ordering inventory vs. consignment).
• Apply the principles of effective composition.
• Assess the relevance and credibility of information sources.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.

A common supply chain management tool is a calculation performed by supply chain professionals called the economic order quantity (EOQ). Knowing
when to order inventory and how much to order is driven by the EOQ. In your initial response to this discussion, research the EOQ and respond to the
following:

• Define the EOQ and what it represents in terms of costs related to inventory stock, ordering, and holding.

Vila Health: Pacemaker Inventory

Undergraduate Discussion Participation Scoring Guide



Unit 3  Financial and Managerial Aspects of Operations and Supply Chain

u03s1 - Study

• Explain order cost—what are the components and costs associated with it?
• Explain how the EOQ helps supply chain professionals to determine order quantity.
• Discuss why organizations conduct EOQ calculation, what the goal is of the EOQ, and how the EOQ meets the organization's goal (for

example, minimizing cost or determining order quantity).
• Finally, discuss implications of not utilizing the EOQ calculation or other similar inventory formula.

Response Guidelines 
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u02d2 - Learning Components

• Discuss why EOQs are conducted.
• Discuss the impact of the heart institutes volumes (past, present and projected) from a strategic perspective (related to pacemaker use) on the

overall success of the organization.
• Apply the principles of effective composition.
• Define quantities to order.
• Assess the relevance and credibility of information sources.
• Determine when other products should be considered.
• Compare product use this year, from prior year, and projected budget year.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.

Introduction

This week, we will focus our attention on finance and accounting principles in health care operations and supply chain management. At a minimum,
health care professionals should be familiar with the basic components of financial statements and financial ratios utilized by health care organizations as
well as concepts related to the value of money. Over the years, the health care industry has been subject to several changes in reimbursement
methodologies. Each methodology was implemented with the intent of addressing the concerns facing the industry at the time (fraud, quality, utilization,
et cetera). Current methodologies regulate the payment amount or payment rate that organizations will receive in return for treating each
patient. Changes to these payment methods have had major financial implications for health care organizations (Kros & Brown, 2013). To remain fiscally
responsible, health care professionals must streamline operations to ensure costs are managed, productivity is maximized, and resources are optimized
(Kros & Brown, 2013, p. 24). Outside of payroll and benefits, supplies and materials are close contenders for health care organizations' highest
expenses. Regardless of whether you work in a clinical or nonclinical unit, it is imperative to understand how to read and understand the organization's
financial statements. In addition to financial statements, each department operates off of an annual budget. These budgets are established as financial
guidelines for the department's operations and always contain line items for materials and supplies.

Whether you are new to the industry, have experience, or are considering a career change, the material covered this week will help to establish a basic
financial foundation that you can continue to build upon.

Reference

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass.

Learning Activities

Undergraduate Discussion Participation Scoring Guide



u03a1 - Vila Health: Pacemaker Inventory

Readings
Use the Capella University Library to read the following:

• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:
Jossey-Bass.

◦ Chapter 3, "Managerial Accounting Aspects of Health Care Operations and Supply Chain Management," pages 21–60.

• Gebicki, M., Mooney, E., Chen, S., & Mazur, L. M. (2014). Evaluation of hospital medication inventory policies. Health Care Management Science,
17(3), 215–229.

• Kwon, I. W. G., Kim, S. H., & Martin, D. G. (2016). Healthcare supply chain management; strategic areas for quality and financial
improvement. Technological Forecasting and Social Change, 113, 422–428.

• Rosales, C. R., Magazine, M., & Rao, U. (2014). Point-of-use hybrid inventory policy for hospitals. Decision Sciences, 45(5), 913–937.
• Sherwin, J. (2013). The essentials of medical device inventory tracking. Biomedical Instrumentation & Technology, 47(5), 382–386.
• Vila-Parrish, A., Ivy, J. S., & He, B. (2015). Impact of the influenza season on a hospital from a pharmaceutical inventory management

perspective. Health Systems, 4(1), 12–28.

For this assignment, review the Vila Health: Pacemaker Inventory media piece, linked in the Resources.

Directions
Based on the calculations you did in the media piece, and what you have learned so far, create an executive PowerPoint in which you:

1. Discuss what inventory control is.
a. Discuss why EOQs are conducted.
b. Discuss the impact of the heart institute's volumes (past, present and projected) from a strategic perspective (related to pacemaker use) on the

overall success of the organization.

2. Discuss options for inventory ordering.
a. Define quantities to order.
b. Identify inventory ordering systems.
c. Discuss pros and cons of the identified systems.
d. Determine when other products should be considered.
e. Determine when alternative stocking should be considered (ordering inventory vs. consignment).

3. Analyze leaders’ responsibilities in addressing the identified inventory recommendations.
a. Identify what leaders should address related to inventory.
b. Discuss consequences of leaders not addressing inventory needs.
c. Discuss implications of not adhering to the recommended inventory purchase.

4. Analyze the implications of having inventory control.
a. Discuss the impact of efficient inventory control on the organization's effectiveness.

5. Present your findings based upon your review of the EOQ and organizational data.
a. Compare product use this year, from prior year, and projected budget year.
b. Summarize your finding and recommendations.

You might want to (but do not have to) organize you presentation using the following outline:

• Slide 1: Title of the presentation.
• Slide 2: Overview of inventory control.
• Slide 3: Review of EOQ purpose and data.
• Slide 4: Recommendations for inventory ordering.
• Slide 5: Leadership.
• Slide 6: Implications.
• Slide 7: Conclusions.

General PowerPoint Guidelines

• Keep the design simple. Font: Arial or Verdana, size 24-point, minimum.



u03d1 - The Balance Sheet

• Keep the slides concise: 5–7 bullet points per slide and 5–7 words per bullet. Use speaker notes to explicate the bullets.
• For best color contrast, use light text on dark background (for example, yellow on black, white on dark blue).
• Use the proper slide layout. For example, if a slide has a title and text, it is created using the correct Title and Text layout.

Write clearly and logically with correct use of spelling, grammar, punctuation, and mechanics; correctly format citations using APA style.

• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Apply the principles of effective composition.
• Determine the proper application of the rules of grammar and mechanics.
• Assess the relevance and credibility of information sources.

Presentation Requirements
Your presentation should consist of:

• Length: A minimum of 7–10 bulleted slides.
• Notes: Speaker notes that fully explain each slide.
• References: A minimum of three references, in addition to the course textbook.
• APA formatting: Appropriate APA citations and peer-reviewed references on each slide, as necessary.

Course Resources

In your initial response to this discussion, please answer the questions below as they relate to an organization's balance sheet:

• Briefly describe what a balance sheet is.
• Describe what assets and liabilities are.
• Describe the difference between current and non-current assets
• Regarding the supply chain—provide a justification as to why the organization will report what the current value is of all supplies and inventory on

hand.
• Does the balance sheet offer any indication as to when alternative stocking methods or product alternatives should be considered? Why or why

not?
• How do inventory purchase methods affect the value of supplies?

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u03d1 - Learning Components

• Discuss implications of not adhering to the recommended inventory purchase.
• Identify what leaders should address related to inventory.

Vila Health: Pacemaker Inventory | Transcript

APA Style and Format

APA Style Paper Template [DOCX]

APA Style Paper Tutorial [DOCX]

Undergraduate Discussion Participation Scoring Guide



Unit 4  Health Care Service Lines

u04s1 - Study

u04d1 - Health Care Service Lines

• Determine when alternative stocking should be considered (ordering inventory vs. consignment).
• Discuss consequences of leaders not addressing inventory needs.
• Apply the principles of effective composition.
• Assess the relevance and credibility of information sources.
• Determine when other products should be considered.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.

Introduction

Health care organizations of the past operated as single entities that offered a variety of clinical services. Over time, the industry has experienced shifting
health care reforms, strict regulatory pressures, and reduced reimbursements. Remaining competitive as a single entity became difficult as inefficiencies
led to diminished value and the provision of diverse clinical services became drains on fiscal resources due to lack of coordination. To remain
competitive, the majority of health care organizations have merged or been acquired by other organizations to form health systems. The remaining have
closed their doors or continue to operate as a single entity.

Those that have remained have worked tirelessly to organize their operations in a seamless manner, grouping like services relatively close to one
another from a physical space layout and grouping like practices into service lines or institutes. The utilization of evidence-based medicine, care
pathways, and protocols within these service lines reduces unwanted variations in care and improves the overall experience for the patient as well as
their clinical outcomes (Ashton, 2015). For the system, variations in care and costs are reduced, resulting in value that opens the doors to additional
competitive advantages within the industry (Ashton, 2015).

This week, we will explore service lines in the health industry, how they are managed, and why they have become critical strategic initiatives for many
health systems.

Reference 

Ashton, G. (2015, January 13). Service-line management: A behind the scenes road to value. Hospital & Health Networks. Retrieved from
http://www.hhnmag.com/articles/3757-service-line-management-a-behind-the-scenes-road-to-value

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass.

Learning Activities

Readings
Use the Capella University Library to read the following:

• Delaveris, S. L. (2015). At your service line. Physician Leadership Journal, 2(1), 34–35.
• Jaskie, S., & Rodgers, G. (2014). Current trends in U.S. cardiology practice. Trends in Cardiovascular Medicine, 24(8), 350–359.
• Kizer, K. W. (2015). Clinical integration: A cornerstone for population health management. Journal of Healthcare Management, 60(3), 164–168.
• Olson, S. A., & Mather, R. C., III. (2013). Understanding how orthopaedic surgery practices generate value for healthcare systems. Clinical
Orthopaedics and Related Research, 471(6), 1801–1808.

• Sussman, I., & Prystowsky, M. B. (2012). Pathology service line: A model for accountable care organizations at an academic medical
center. Human Pathology, 43(5), 629–631.

In addition to consumer awareness of price and cost, new health care payment models have aided in pushing hospitals and health systems to strive for
value in the delivery of health care services. In this discussion, address the following:

• What is a service line?



u04d2 - Service Line Management

• Why is a service line formed?
• How does a service line impact organizational success?
• Discuss how a service line serves as a competitive advantage for an organization.
• Identify any additional support functions (such as administrative, ancillary, or clinical) provided to the service line and why these functions are

important to the overall success of the service line.
• Finally, explain why a health care organization would seek to form service lines as a strategic initiative.

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u04d1 - Learning Components

• Identify an organization's competitive advantage.
• Explain an organization’s strategic initiatives.
• Apply the principles of effective composition.
• Discuss service lines within the health care setting (for example, what are they, why are they formed, how do they impact organizational success).
• Identify the support functions provided to a service line and the importance of these functions on its overall success.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.
• Assess the relevance and credibility of information sources.

A common misconception of a service line is that it is solely based on clinical management and the delivery of clinical services. The reality is that the
oversight, management, and success of service lines in health care extends beyond a clinical scope and includes a wide array of administrative functions
as well. In this discussion, research the dyad or co-management model and respond to the following:

• How were clinical departments managed prior to the development of service lines?
• Identify the changes made to the hierarchal structure to allow for the dyad management model.
• Discuss why the dyad management model is a cultural shift in the organization from the perspective of leadership and clinical management.

◦ Discuss why culture is an important factor in the success of service line leadership.

Response Guidelines 
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u04d2 - Learning Components

• Describe the changes required in hierarchal structures to allow for more effective management.
• Discuss how clinical departments were managed prior to the development of service lines.
• Describe the cultural shift involved in adopting a dyad management model.
• Assess the relevance and credibility of information sources.
• Apply the principles of effective composition.
• Identify two resources (one must be culture) necessary for the service line director to be effective.
• Determine the proper application of the rules of grammar and mechanics.
• Determine the proper application of APA formatting requirements and scholarly writing standards.

Undergraduate Discussion Participation Scoring Guide

Undergraduate Discussion Participation Scoring Guide



Unit 5  Leadership and Staff Relations

u05s1 - Study

u05s2 - Vila Health Challenge Preparation

Introduction

Leadership is vital to every industry. Leaders are important catalysts in the organization's ability to establish a vision, formulate a strategic plan, motivate
staff, influence culture, and achieve business and department goals. For the purposes of this course, we will examine leadership in several ways
including inventory management, quality management, and patient experience. Prior to this week’s unit, we have briefly discussed several of these topics
and we will continue to do so as the weeks progress. In addition to discussing leadership as it relates to a specific function, it is important to consider
leadership as a relationship building tool. Whether you may realize it or not, a large component of leadership is the ability to build strong relationships.
While your current role may not call for formal leadership experience, the goal is for you to complete this course with a better understanding of the role in
a variety of functions and across diverse operating units. This understanding will help to expand upon your leadership knowledge and work
toward creating a leadership profile for future use.

Reference   

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass

Learning Activities

Readings
Use the Capella University Library to read the following:

• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:
Jossey-Bass.

◦ Chapter 4, "Data and Statistical Tools for Health Care Operations Improvement," pages 77–142.

• Chazal, R. A., & Montgomery, M. J. (2017). The dyad model and value-based care. Journal of the American College of Cardiology, 69(10), 1353–
1354.

• Oostra, R. D. (2016). Physician leadership: A central strategy to transforming healthcare. Frontiers of Health Services Management, 32(3), 15–26.

Vila Health is a virtual environment that simulates a real-world health care system. In the various Vila Health scenarios, you will apply professional
strategies, practice skills, and build competencies that you can apply to your coursework and in your career.

During this unit, complete the Vila Health: Patient Flow challenge. You will use the information you gather in this scenario to complete the second
assignment for this course in which you will prepare a written paper utilizing process improvement techniques and strategies to improve upon patient flow
within and out of the organization. If you have not already started work on the assignment, begin now by researching relevant topics and reviewing the
information on fishbone diagrams and quality improvement strategies in the Vila Health: Patient Flow media piece. Review the assignment description
and the related scoring guide to learn more about the assignment expectations. You are encouraged to research topics on patient flow, DMAIC, patient
satisfaction, and performance improvement teams.

Click Vila Health: Patient Flow to complete this multimedia challenge.

Course Resources

u05s2 - Learning Components

• Define performance improvement initiative.

Vila Health: Patient Flow



u05d1 - Leadership in Quality Management

• Define Lean Methodology.
• Define what the problem/scope is.
• Discuss why patient satisfaction is a strategy for the organization.
• Describe potential reasons for patient satisfaction decline.
• Analyze the impact of quality management on the overall success of the organization and why leadership is critical to improving quality (for

example, importance of quality as a strategy, implications for the organization if not managed).
• Determine what kinds of project benefit from the use of Lean Methodology.
• Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).
• Define the root causes of the problem.
• Describe potential signs of patient dissatisfaction.
• Discuss the process to identify the top categories of an issue.
• Describe how to organize the subtopics when producing a fishbone diagram.
• Describe the stakeholders that should be represented in a performance improvement team.
• Identify the positions or roles that are necessary to form a performance improvement team.
• Determine the possible recommendations the team would offer.
• Define possible recommendations and what would affect them.
• Discuss what data you have to collect respective to the problem identified.

For your initial response to this discussion, you will consider the scenario below and respond to the questions that follow:

Henry Landau is scheduled for hip surgery following a recent fall that resulted in a broken hip. Due to his age, Mr. Landau is at risk for multiple
complications, possible poor outcomes, and increased length of stay. The night before surgery, the surgeon is informed by the supply chain
manager that the pins he requested and will need for the surgery, are not in stock and will not be delivered for another four days. The surgeon
cancels the procedure and informs the patient and his family of the delay. Mr. Landau remains hospitalized for an additional four days.

• Consider you are a leader within the organization as you respond to the following:
◦ What problems have you identified in the scenario?

◾ What are the root causes of the problem?
◾ What data (if any) would you be interested in obtaining as a result of this problem? (For example, history of delayed cases or costs

related to delays in cases due to inventory stocking.)
◾ What recommendations do you suggest to avoid future problems?

• Discuss the implications the problem has on the patient experience and what the leader's role is in impacting the overall patient experience.
• What actions should the leader take in regard to the out-of-stock inventory?
• Finally, what is the leader's role in regard to quality management?

◦ Should the leader address this problem as a quality concern?
◾ Why or why not?

◦ Discuss the benefit of leadership rounding as it relates to identifying opportunities for improvement.
◾ Is a leader's presence beneficial?
◾ How does the leader's presence improve upon staff relations and ultimately the quality and operations of the organization?

Response Guidelines 
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u05d1 - Learning Components

• Identify what leaders should address related to inventory.
• Define what the problem/scope is.
• Discuss the benefit of management rounding as it relates to identifying and managing quality issues within the organization.
• Identify the senior leader’s role in impacting patient experience.
• Discuss consequences of leaders not addressing inventory needs.

Undergraduate Discussion Participation Scoring Guide



u05d2 - Value Stream Mapping

Unit 6  Process Improvement and Patient Flow

• Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).
• Define the root causes of the problem.
• Assess the relevance and credibility of information sources.
• Apply the principles of effective composition.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the possible recommendations the team would offer.
• Define possible recommendations and what would affect them.
• Determine the proper application of the rules of grammar and mechanics.
• Assess the relevance and credibility of information sources.
• Discuss what data you have to collect respective to the problem identified.

For this discussion:

• Describe, briefly, the value stream map and its importance in the health care industry
• Describe the importance of time in health care and why organizations are concerned with the amount of time spent on each activity.
• Explain the role of leadership in the value stream mapping process.
• Identify a process in the department in which you currently work and discuss why you feel it is in need of process improvement.
• Discuss the implications for the health care organization if processes are not improved upon

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u05d2 - Learning Components

• Identify an organization's competitive advantage.
• Define what the problem/scope is.
• Analyze the impact of quality management on the overall success of the organization and why leadership is critical to improving quality (for

example, importance of quality as a strategy, implications for the organization if not managed).
• Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).
• Apply the principles of effective composition.
• Assess the relevance and credibility of information sources.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.

Introduction

Rising costs, industry pushes for increased efficiencies, and consumer demands for value have led many organizations to reevaluate their operational
practices. Similar to other service industries, health care organizations are comprised of multiple processes that occur simultaneously on a daily basis
(Kros & Brown, 2013, p. 230). Organizations that seek to remain competitive in the industry work toward minimizing inefficiencies in their processes,
resulting in several notable effects including improved outcomes. Common methods utilized to understand complex processes include process mapping
and value stream mapping. Effective utilization of these evaluation methods allows organizations to analyze a visual representation of their value
streams, leading to the identification of problems in need of attention.

Because many health care industry processes require human capital, the concept of workload management and productivity analysis emerge as critical
components in the success of process improvement. Regardless of whether your department is clinical or not, all efforts are collectively combined with
an end focus on the patient. With increased productivity and efficiency, the patient experience is enhanced and throughput is maximized. Concepts
learned in Unit 6 will be further enhanced by those presented in Unit 7 as our attention will shift to facility layout—a contributing factor to successful
process improvement and patient flow.

Undergraduate Discussion Participation Scoring Guide



u06s1 - Study

u06a1 - Vila Health: Patient Flow

Reference

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass.

Learning Activities

Readings
Use the Capella University Library to read the following:

• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:
Jossey-Bass.

◦ Chapter 7, "Process Improvement and Patient Flow," pages 229–256.

• Five more strategies to improve patient throughput. (2016). Hospital Case Management, 24(12), 164–165.
• Gellad, Z. F., & Day, T. E. (2016). What is value stream mapping, and how can it help my practice? The American Journal of Gastroenterology,
111(4), 447–448.

• It takes data to improve patient flow. (2016, April). Hospital Case Management, 24(12), 165–166.
• Walker, C. (2016). Strategies for improving patient throughput in an acute care setting resulting in improved outcomes: A systematic

review. Nursing Economic$, 34(6), 277–288.

Use the Internet to read the following:

• McHugh, M., Van Dyke, K., McClelland, M., & Moss, D. (2011). Improving patient flow and reducing emergency department crowding: A guide for
hospitals (AHRQ Publication No. 11(12)-0094) [PDF]. Agency for Healthcare Research and Quality. Retrieved
from https://www.ahrq.gov/sites/default/files/publications/files/ptflowguide.pdf

• Verma, J. Y., & Amar, C. (2015). Can a healthcare "lean sweep" deliver on what matters to patients? Comment on "Improving Wait Times to Care
for Individuals with Multimorbidities and Complex Conditions Using Value Stream Mapping". International Journal of Health Policy and
Management, 4(11), 783–785. Retrieved from http://ijhpm.com/article_3068_616.html

For this assignment, review the Vila Health: Patient Flow media piece, linked in the Resources.

Directions
Based on the information presented in the media piece, write a paper in which you review your findings and present solutions to the declining patient
satisfaction numbers to the Director of Quality Management. Include the following in your paper:

• Discuss why patient satisfaction is an essential component of a health care business.
◦ Identify a competitive advantage of the organization depicted in Vila Health: Patient Flow.
◦ Explain the organization’s strategic initiatives.
◦ Discuss why patient satisfaction is a strategy for this organization.

• Describe why leaders should select declining patient satisfaction as a performance improvement initiative.
◦ Describe potential reasons for patient satisfaction decline.
◦ Define performance improvement initiative.

• Complete a fishbone diagram of the situation presented in the Vila Health: Patient Flow media piece.
◦ Discuss the process to identify the top categories of an issue.
◦ Describe how to organize the subtopics when producing a fishbone diagram.

• Describe the purpose of a performance improvement team.
◦ Identify the positions or roles that are necessary to form a performance improvement team.
◦ Describe the stakeholders that should be represented in a performance improvement team.

• Discuss Lean Methodology.
◦ Define Lean Methodology.



u06d1 - Patient Flow

◦ Determine what kinds of projects benefit from the use of Lean Methodology.

• Discuss the Define, Measure, Analyze, Improve and Control (DMAIC) Model for a data-driven improvement cycle.
◦ Define the problem or scope that is depicted in Vila Health: Patient Flow.
◦ Discuss what data you have to collect respective to the identified problem.
◦ Define the root causes of the problem.
◦ Determine the possible recommendations the team would offer.
◦ Define possible recommendations and what would affect them.

Write clearly and logically with correct use of spelling, grammar, punctuation, and mechanics; correctly format citations using APA style.

• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Apply the principles of effective composition.
• Determine the proper application of the rules of grammar and mechanics.
• Assess the relevance and credibility of information sources.

Submission Requirements
• Written Communication: Writing is clear, precise, scholarly, and free of errors that detract from the overall message. Concepts flow in a logical

order.
• References: A minimum of three references, in addition to the course textbook.
• Length: 5–7-page paper.
• APA: Correct use of APA style and formatting.

Course Resources

For this discussion:

• Describe the importance of addressing patient flow in a health care setting.
• Identify three barriers to efficient patient flow.
• Discuss how patient flow impacts a patient’s experience.
• Discuss implications of not addressing barriers to patient flow.
• Discuss how process improvement impacts patient flow.
• Discuss patient flow from the perspective of the patient remaining in one facility as well as flow in terms of transitioning between facilities:

◦ Discuss barriers to patient flow between facilities (for example, hospital to inpatient rehab facility).
◾ Identify one barrier to patient flow in this example.

◦ Discuss barriers to patient flow within the same setting (for example, acute care hospital ER to ICU).
◾ Identify one barrier to patient flow in this example.

• Finally, identify organizational stakeholders or key positions (for example, head nurse or triage nurse) who you would include on your performance
improvement team to address a problem related to patient flow.

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

Vila Health: Patient Flow | Transcript

APA Style and Format

APA Style Paper Template [DOCX]

APA Style Paper Tutorial [DOCX]



Unit 7  Facility Layout

u07s1 - Study

u06d1 - Learning Components

• Define what the problem/scope is.
• Discuss why patient satisfaction is a strategy for the organization.
• Define the root causes of the problem.
• Apply the principles of effective composition.
• Describe the stakeholders that should be represented in a performance improvement team.
• Identify the positions or roles that are necessary to form a performance improvement team.
• Assess the relevance and credibility of information sources.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.

Introduction

While many of us never consider the layout of the health care organization, the reality is that the physical layout plays a large role in providing safe,
efficient, and timely care. As we learned in Unit 6, improving patient flow requires health care facilities to improve upon and streamline processes to move
patients seamlessly throughout the continuum of care. A component of this includes the physical layout of the facility. Facility layout may include the
physical location of nursing stations, patient rooms and elevators, ancillary services (laboratory and radiology), as well as technology and equipment. Our
unit this week will focus on considerations given to facility layout dependent upon the type of facility it is, the impact of layout on productivity, and the
importance of facility layout as it relates to patient safety.

Reference   

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass.

Learning Activities

Readings
Use the Capella University Library to read the following:

• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:
Jossey-Bass.

◦ Chapter 8, "Facility Layout," pages 257–286.

• Ferenc, J. (2016). Study tests effect of room layout on patient satisfaction. Health Facilities Management, 29, 7.
• Lavender, S. A., Sommerich, C. M., Patterson, E. S., Sanders, E. B.., Evans, K. D., Park, S., . . . Li, J. (2015). Hospital patient room design. HERD:
Health Environments Research & Design Journal, 8(4), 98–114.

• Suess, C., & Mody, M. (2017). Hospitality healthscapes: A conjoint analysis approach to understanding patient responses to hotel-like hospital
rooms. International Journal of Hospitality Management, 61, 59–72.

Use the Internet to read the following:

• Cahnman, S. (2014). Best of 2014: Designing for the patient experience. Health Care Design. Retrieved
from http://www.healthcaredesignmagazine.com/trends/operations-facility-management/designing-patient-experience/

• Institute for Healthcare Improvement. (2003). Optimizing patient flow: Moving patients smoothly through acute care settings. Boston, MA: Author.
Retrieved
from http://www.ihi.org/resources/Pages/IHIWhitePapers/OptimizingPatientFlowMovingPatientsSmoothlyThroughAcuteCareSettings.aspx

◦ Note: You will need to set up a free account to access the IHI article.

• Reiling, J., Hughes, R. G., & Murphy, M. R. (2008). The impact of facility design on patient safety. In R. G. Hughes (Ed.), Patient safety and quality:
An evidence-based handbook for nurses (ARHQ Publication No. 08-0043). Rockville, MD: Agency for Healthcare Research and Quality. Retrieved
from https://www.ncbi.nlm.nih.gov/books/NBK2633/

Undergraduate Discussion Participation Scoring Guide



u07d1 - Patient Experience as a Strategic Priority

u07d2 - The Physical Environment and Patient Experience

Discussion Preparation
To complete the first discussion in this unit, you will need to search the Capella University Library for a peer-reviewed journal article that addresses the
physical environment of a health care organization in regard to patient experience, patient satisfaction, or patient safety.

Patient experience has become an important metric for health care organizations as research has shown these scores are linked to both business and
patient outcomes. For your initial response to this discussion, research and identify one peer-reviewed journal article that discusses patient experience
as a strategic priority.

After reading the article, respond to the following:

• Why did you select this article?
• What are your overall thoughts and reactions?
• What have you learned as a result of the article in regard to patient experience, strategy, and leadership’s role in improving patient experience?
• Identify one leadership strategy to address patient experience based upon what you learned in the article.
• As a leader, are there lessons to be learned regarding patient experience?

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u07d1 - Learning Components

• Discuss why the patient experience is a critical issue for health care operations.
• Identify the senior leader’s role in impacting patient experience.
• Apply the principles of effective composition.
• Assess the relevance and credibility of information sources.
• Determine the proper application of APA formatting requirements and scholarly writing standards.

Health care organizations are actively monitoring and working toward improving their patient satisfaction scores. While clinical outcomes, customer
service or staff interactions, and perceived food quality are important factors to monitor and control—many health care organizations are working
toward improving their scores through modifications made to the physical environment. In your initial response to this discussion, identify a peer-
reviewed article that addresses the physical environment of a health care organization in regard to patient experience, patient satisfaction, or patient
safety.

In your response, include the following:

• Discuss why the organization chose to remodel or address the physical environment.
• What was it about the prior model that resulted in a negative patient experience or threat to patient safety?

◦ If the modification was focused on patient safety, why is addressing the modification important for continued organizational success?
◦ If the modification was focused on patient satisfaction—is addressing the modification likely to improve satisfaction across the board? How

will we know if it has or has not?

• Would you have chosen to make alternative modifications given the information presented?
• Based upon your review of the article, what recommendations do you have for current health care organizations?

◦ Should all health care organizations seek to implement the same or similar modifications?

Undergraduate Discussion Participation Scoring Guide



Unit 8  Quality Improvement and Lean Methodologies

u08s1 - Study

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u07d2 - Learning Components

• Discuss why the patient experience is a critical issue for health care operations.
• Discuss why patient satisfaction is a strategy for the organization.
• Apply the principles of effective composition.
• Describe potential signs of patient dissatisfaction.
• Identify areas that would be impacted.
• Assess the relevance and credibility of information sources.
• Determine the proper application of the rules of grammar and mechanics.
• Determine the proper application of APA formatting requirements and scholarly writing standards.

Introduction

We explored quality extensively in BHA4004, Patient Safety and Quality Improvement in Health Care. For the purposes of our unit this week, we will
examine quality to understand its different types, the link between quality and finance, and the leader’s role in quality activities. For the majority of
individuals, quality is linked directly to the clinical outcome associated with a patient’s treatment. As we think about quality from an operational
perspective, we realize quality includes various other aspects of the organization's operations including (but not limited to) communication as a patient is
handed off from one nurse to the other, the organization's ability to provide excellent outcomes at a lower cost by reducing waste, as well as the
organization's ability to provide a pleasant experience for a patient’s family and friends. Regardless of the department or process, a variety of tools are
available to assist with identifying opportunities for improvement within the organization. Two of the most common methodologies utilized in the industry
today are Six Sigma and Lean Methodology. When combined, these two methodologies will bring processes under control by reducing variation while
increasing speed resulting in efficiencies (Kros & Brown, 2013, p. 311).

Reference

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass.

Learning Activities

Readings
Use the Capella University Library to read the following:

• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:
Jossey-Bass.

◦ Chapter 9, "Managing Quality in a Health Care Setting," pages 289–322.
◦ Chapter 10, "Quality Control and Improvement," pages 323–352.
◦ Chapter 11, "Lean Concepts in Health Care," pages 353–368.

• Taner, M. T., Sezen, B., & Atwat, K. M. (2012). Application of Six Sigma methodology to a diagnostic imaging process. International Journal of
Health Care Quality Assurance, 25(4), 274–290.

• Udayai, K., & Kumar, P. (2012). Implementing Six Sigma to improve hospital discharge process. International Journal of Pharmaceutical Sciences
and Research, 3(11), 4528–4532.

Undergraduate Discussion Participation Scoring Guide

Capella University Library



u08s2 - Unit 9 Assignment Preparation

u08d1 - Improving Operational Efficiency

Use the Internet to read the following:

• Hughes, R. G. (2008). Tools and strategies for quality improvement and patient safety. In R. G. Hughes (Ed.), Patient safety and quality: An
evidence-based handbook for nurses (ARHQ Publication No. 08-0043). Rockville, MD: Agency for Healthcare Research and Quality. Retrieved
from https://www.ncbi.nlm.nih.gov/books/NBK2633/

In the next unit, you will complete the third and final assignment for this course in which you will write a paper examining a leadership role within a
dynamic health care organization. If you have not already started work on the assignment, begin now by researching relevant topics. Review the
Leadership in the Dynamic Health Care Industry assignment description and its related scoring guide to learn more about the assignment
expectations. You are encouraged to research topics on patient experience, dyad management models, employee and provider relations, and quality
improvement. As you research, consider the role of leadership as it relates to each individual topic.

u08s2 - Learning Components

• Identify what leaders should address related to inventory.
• Discuss the benefit of management rounding as it relates to identifying and managing quality issues within the organization.
• Identify the senior leader’s role in impacting patient experience.
• Analyze the impact of quality management on the overall success of the organization and why leadership is critical to improving quality (for

example, importance of quality as a strategy, implications for the organization if not managed).
• Discuss consequences of leaders not addressing inventory needs.
• Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).

For this discussion, consider the scenario below and respond to the questions that follow.

Mercy Medical facility is experiencing delays in processing lab requests from its emergency room after hours. The emergency room clinicians
are complaining that their patients' lab results are not getting back to the ER in a timely manner. Once drawn, the samples are placed in the
"lab basket" at the nursing station. The nursing station calls the lab to inform them samples have been drawn and are awaiting
processing. Once retrieved, the lab technician walks them to the lab where they are initiated in the processing queue. Upon completion of
processing, the laboratory calls the ER nursing station to inform them the lab results are available. The ER then sends a representative to
collect the results and bring them back to the ER where the results are then entered into the EMR and shared with the ordering
physician. When analyzed, staff concluded the minimum time it took for lab results to be returned to the ER was in excess of 180
minutes. The organizational goal for this process is 45 minutes, while the benchmark is 30 minutes.

Given the information above, respond to the following:

• What opportunities exist for improving efficiency?
• Where does variation exist?
• Identify major bones you would include on a fishbone diagram as it relates to the scenario.
• Based upon the major bones you identified, identify two minor bones.
• What are the implications for the organization if the current process continues?
• What are the implications for patients if the current process continues?
• Why should the senior leaders of the organization be interested in identifying this scenario as a candidate for quality improvement?

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources



u08d2 - Six Sigma and Lean Methodology

u08d1 - Learning Components

• Analyze the impact of quality management on the overall success of the organization and why leadership is critical to improving quality (for
example, importance of quality as a strategy, implications for the organization if not managed).

• Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).
• Assess the relevance and credibility of information sources.
• Apply the principles of effective composition.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.

Utilizing the scenario from the first discussion this week, respond to the following:

Scenario overview: Mercy Medical facility is experiencing delays in processing lab requests from its emergency room after hours. The emergency room
clinicians are complaining that their patients' lab results are not getting back to the ER in a timely manner. Once drawn, the samples are placed in the "lab
basket" at the nursing station. The nursing station calls the lab to inform them samples have been drawn and are awaiting processing. Once retrieved,
the lab technician walks them to the lab where they are initiated in the processing queue. Upon completion of processing, the laboratory calls the ER
nursing station to inform them the lab results are available. The ER then sends a representative to collect the results and bring them back to the ER
where the results are then entered into the EMR and shared with the ordering physician. When analyzed staff, concluded the minimum time it took for lab
results to be returned to the ER was in excess of 180 minutes. The organizational goal for this process is 45 minutes, while the benchmark is 30 minutes.

• Is this scenario a good candidate for a Six Sigma and Lean project?
◦ Define the difference between Six Sigma and Lean.
◦ Indicate which components of the scenario apply to Six Sigma and which apply to Lean.

• Identify and provide information for each of the following DMAIC steps:
◦ Define: Why does this project need to be conducted, based upon the strategic needs of the organization? What is the problem to be solved?
◦ Measure: Review the fishbone you created in the first unit discussion.
◦ Analyze: Identify two to three major causes for the problem that you think are necessary to address first.

◾ Why did you select these causes first?
◾ What metrics will be identified to measure if the process has improved relevant to these metrics?

◦ Improve: How would the current process change, based upon the top causes you identified? (For example, the lab would return the results
versus calling someone from the ER to pick them up.)

◦ Control: Once the process has been improved, who would you identify as being responsible for ensuring it continues? (Such as the lab
director or the ER director.)
◾ Why did you select this individual?
◾ How often should the process and metrics be reviewed to determine if it is still meeting organizational needs? (For example, would you

conduct a spot check in six months to see if the process is meeting the organizational goal of a 30-minute turnaround time?)

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u08d2 - Learning Components

• Define performance improvement initiative.
• Discuss why the patient experience is a critical issue for health care operations.
• Define Lean Methodology.
• Define what the problem/scope is.
• Describe potential reasons for patient satisfaction decline.
• Identify the senior leader’s role in impacting patient experience.

Undergraduate Discussion Participation Scoring Guide
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Unit 9  Resource Planning and Project Management

u09s1 - Study

u09a1 - Leadership in the Dynamic Health Care Industry

• Analyze the impact of quality management on the overall success of the organization and why leadership is critical to improving quality (for
example, importance of quality as a strategy, implications for the organization if not managed).

• Determine what kinds of project benefit from the use of Lean Methodology.
• Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).
• Define the root causes of the problem.
• Describe potential signs of patient dissatisfaction.
• Apply the principles of effective composition.
• Identify areas that would be impacted.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the possible recommendations the team would offer.
• Define possible recommendations and what would affect them.
• Assess the relevance and credibility of information sources.
• Determine the proper application of the rules of grammar and mechanics.

Introduction

In Unit 8, we discussed quality improvement and Lean Methodologies. Our discussions focused on examining delays in processing labs drawn in the
emergency room. Within these discussions, we identified the problem, the importance of addressing it, and the steps we would propose to reduce or
eliminate future occurrences. This week, we will shift our focus to the function of project management and resource planning. Project management has
become a popular function within the health care industry as health systems and organizations attempt to redefine the way in which they deliver health
care services and meet consumer, payer, and regulatory demands. This delivery may include streamlined operations, and attempts to manage
population health issues, meet growing consumer demands, and remain competitive within the market. In addition, many project management teams
spearhead quality improvement efforts within the health care organization. Project managers are tasked with coordinating team member efforts to
plan, organize, and manage tools to complete assigned projects in a timely manner within budget and exceeding customer demands (Kros & Brown,
2013). Given the complexity, risk, and constant change with the project management discipline, project managers must be skilled with planning,
scheduling, and controlling to meet established deliverables (Kros & Brown, 2013).

Resource planning in the health care industry is a standing item in many leaders’ plans. Whether the department is short staffed, over staffed, staffed
with the wrong skill sets, or in need of a given skill, there is a constant plan in place for ensuring the organization has the resources necessary to provide
the services consumers are seeking. As we consider the function of project management, we must consider the availability of resources. As a service
provider, all processes and projects have the need for human capital (Kros & Brown, 2013). The unfortunate reality for many organizations is that they
lack the budgets to obtain appropriate resources, they are spending too much on resources and do not have the utilization to support, or they are in need
of a highly specialized resource who is being recruited by multiple other facilities as well.

Reference  

Kros, J. F., & Brow E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA: Jossey-
Bass.

Learning Activities

Readings
Use the Capella library to read the following:

• Kros, J. F., & Brown E. C. (2013). Health care operations and supply chain management: Operations, planning, and control. San Francisco, CA:
Jossey-Bass.

◦ Chapter 13, "Project Management," pages 431–460.
◦ Chapter 14, "Aggregate Planning, Scheduling, and Capacity Management in Healthcare," pages 461–500.



u09d1 - Project Management and Resource Planning to Improve Operational Efficiency

While not entirely unique, leadership in health care differs from that of other service industries. Several unique characteristics of the health care industry
include rapid and constant change, reduced reimbursements, political scrutiny, heavy regulation, a diverse workforce, and being tasked with the health
and well-being of those who patronize the facility (often requiring life and death decisions).

For this assignment, consider your organization is three years into their ten year strategic plan and they are updating it to align with current industry
practice and standards. The Director of Strategic Planning has asked you to research several topics related to service line management, leadership,
patient experience, employee relations, and quality improvement as these topics are top of mind for the staff, patients, payers, and regulatory agencies.
Include the following in your paper:

• Analyze health care leadership and its impact on the patient's experience.
◦ Discuss why the patient experience is a critical issue for health care operations.
◦ Identify the senior leader’s role in impacting patient experience.

• Discuss implications for the organization if patient experience is not a strategic priority.
◦ Describe potential signs of patient dissatisfaction.
◦ Identify areas that would be impacted.

• Analyze service line management and the challenges associated with this organizational structure.
◦ Discuss service lines within the health care setting (for example, what they are, why they are formed, how they impact organizational

success).
◦ Discuss how clinical departments were managed prior to the development of service lines.
◦ Describe the changes required in hierarchal structures to allow for more effective management.

• Analyze the pros and cons of leading the service line using the dyad management model.
◦ Describe the cultural shift involved in adopting a dyad management model.

• Discuss the importance of employee and provider relations on the overall success of the organization from the service line perspective.
◦ Identify the support functions provided to a service line and the importance of these functions on its overall success.
◦ Identify two resources (one must be culture) necessary for the service line director to be effective.

• Analyze the role of the health care leader in regard to organizational quality improvement.
◦ Analyze the impact of quality management on the overall success of the organization and why leadership is critical to improving quality (for

example, the importance of quality as a strategy and implications for the organization if quality is not managed).
◦ Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).
◦ Discuss the benefit of management rounding as it relates to identifying and managing quality issues within the organization.

• Write clearly and logically with correct use of spelling, grammar, punctuation, and mechanics; correctly format citations using APA style.
◦ Determine the proper application of APA formatting requirements and scholarly writing standards.
◦ Apply the principles of effective composition.
◦ Determine the proper application of the rules of grammar and mechanics.
◦ Assess the relevance and credibility of information sources.

Submission Requirements
• Written Communication: Writing is clear, precise, scholarly, and free of errors that detract from the overall message. Concepts flow in a logical

order.
• References: A minimum of three references, in addition to the course textbook.
• Length: 7–10-page paper.
• APA: Correct use of APA style and formatting.

Course Resources

APA Style and Format

APA Style Paper Template [DOCX]

APA Style Paper Tutorial [DOCX]



Unit 10  Facilities Management

For your initial response to this discussion, we will review again the scenario presented in Unit 8. As you respond to the scenario, assume you are the
project manager assigned to this performance improvement project. Remember, in the Unit 8 discussions, you identified key areas for the fishbone and
completed a basic DMAIC model.

Scenario overview: Mercy Medical facility is experiencing delays in processing lab requests from its emergency room after hours. The emergency room
clinicians are complaining that their patients' lab results are not getting back to the ER in a timely manner. Once drawn, the samples are placed in the "lab
basket" at the nursing station. The nursing station calls the lab to inform them samples have been drawn and are ready for processing. Once retrieved,
the lab technician walks them to the lab where they are initiated in the processing queue. Upon completion of processing, the laboratory calls the ER
nursing station to inform them the lab results are available. The ER then sends a representative to collect the results and bring them back to the ER
where the results are then entered into the EMR and shared with the ordering physician. When analyzed, staff concluded the minimum time it took for lab
results to be returned to the ER was in excess of 180 minutes. The organizational goal for this process is 45 minutes, while the benchmark is 30 minutes.

Based upon your review of the scenario, your fishbone, and the DMAIC model you created, respond to the following:

• Outline five major steps of the process from lab draw in the emergency room to return of lab results to the ER.
• Identify the personnel who are currently performing each task (current state).
• Upon your review of the information thus far, identify the personnel who should be performing each task (ideal and future state).
• Identify any constraints for each job task identified (for example, time deadline, particular skill set, need for machinery, need for technology).
• Identify the resource demand (how many individuals does this process actually require).
• Explain how human resource scheduling may impact the turnaround time of the lab results in the example above.

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u09d1 - Learning Components

• Define performance improvement initiative.
• Define what the problem/scope is.
• Discuss why patient satisfaction is a strategy for the organization.
• Analyze the impact of quality management on the overall success of the organization and why leadership is critical to improving quality (for

example, importance of quality as a strategy, implications for the organization if not managed).
• Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).
• Define the root causes of the problem.
• Apply the principles of effective composition.
• Assess the relevance and credibility of information sources.
• Determine the possible recommendations the team would offer.
• Define possible recommendations and what would affect them.
• Determine the proper application of the rules of grammar and mechanics.
• Determine the proper application of APA formatting requirements and scholarly writing standards.

Introduction

Over the last nine weeks, we have discussed a variety of topics including performance improvement, quality management, service line management,
leadership, facility layout, patient flow, and supply chain. As we close this course, we would be amiss if we left out the backbone of the organization—
facilities management. To maintain a clean, healthy environment for patients, staff, and visitors, we rely upon a team of professionals who provide
maintenance, environmental services, biomedical services, landscaping, life safety, and environment of care services. In line with our discussions this
term, ensuring facilities management operates as efficiently as possible is important as health care organizations seek to relieve pressure on their bottom
lines, reduce costs, and consolidate services. Given that “real estate is a hospital's third largest expense item” (Punke, 2014, para 2) leaders are aware
of the opportunities to reduce costs associated with facility operations.

Undergraduate Discussion Participation Scoring Guide



u10s1 - Study

u10d1 - Facilities Management

Reference   

Punke, H. (2014, April, 7). 3 considerations for hospitals on outsourcing facilities management [Blog post]. Becker’s Hospital Review. Retrieved from
http://www.beckershospitalreview.com/hospital-management-administration/3-considerations-for-hospitals-on-outsourcing-facilities-management.html

Learning Activities

Readings
Use the Capella University Library to read the following:

• Burmahl, B. (2017). Who's up next? Hospitals work to develop the next generation of facilities managers. Health Facilities Management, 30(5), 20–
25.

• O'Neill, D. P., & Scarborough, S. (2013). Mitigating risks related to facilities management. HFM (Healthcare Financial Management), 67(7), 52–55.
• The new model of healthcare facility management. (2014, April). Building Design & Construction.
• Parmar, P. (2015). Outsourcing non-clinical processes in the healthcare industry: contributions to long term sustainability. Journal of Healthcare
Management, 8(2), 65–67.

Discussion Preparation
To complete the first discussion in this unit, you will need to search the Capella University Library for a peer-reviewed journal article that covers one of the
following topics as it relates to facilities management:

• Life safety code.
• Backup generator testing.
• Environmental services.
• Patient safety.
• Regulatory topics (for example, fire code, maintenance, physical building).
• Biomedical.

u10s1 - Learning Components

• Identify an organization's competitive advantage.
• Discuss why patient satisfaction is a strategy for the organization.
• Explain an organization’s strategic initiatives.

For this discussions,

• Conduct research in the Capella library and identify a journal article that covers one of the following topics as it relates to facilities management:
◦ Life safety code.
◦ Back-up generator testing.
◦ Environmental services.
◦ Patient safety.
◦ Regulatory topics (for example, fire code, maintenance, physical building).
◦ Biomedical.

Review the article and respond to the following:

• Why is the function critical to facilities operations?
• What are the implications for the organization if the function or service is not provided?
• How does the function ensure the safety and well-being of patients, staff, and visitors?

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.



u10d2 - Outsource or Not?

Course Resources

u10d1 - Learning Components

• Identify an organization's competitive advantage.
• Discuss why the patient experience is a critical issue for health care operations.
• Discuss why patient satisfaction is a strategy for the organization.
• Identify the senior leader’s role in impacting patient experience.
• Analyze the impact of quality management on the overall success of the organization and why leadership is critical to improving quality (for

example, importance of quality as a strategy, implications for the organization if not managed).
• Explain an organization’s strategic initiatives.
• Discuss the role the leader has in quality management (for example, culture, improvement cycles, identifying opportunities for improvement).
• Apply the principles of effective composition.
• Describe potential signs of patient dissatisfaction.
• Apply the principles of effective composition.
• Assess the relevance and credibility of information sources.
• Apply the principles of effective composition.
• Identify areas that would be impacted.
• Assess the relevance and credibility of information sources.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Determine the proper application of the rules of grammar and mechanics.

In response to regulatory pressures, cost reduction strategies, and changes to the overall health care landscape, some health care systems have
considered and ultimately opted to outsource many of their facilities management services. For this discussion, respond to the following:

• How does outsourcing facilities management functions reduce costs to the organization?
• What are the implications for the organization (both positive and negative) should facility operations be outsourced?
• What functions of facilities management must remain a part of the organization and therefore cannot be outsourced?

◦ Why?

• How does outsourcing facilities management address workforce (resource) planning?
• Discuss the importance of selecting a vendor whose culture aligns with that of the health care organization.
• Discuss whether the vendor selected should be required to have a health care background.

◦ For example, is it okay to select an environmental services company with no health care background?
◦ Why or why not?

Response Guidelines
As noted in the Faculty Expectations response guidelines, provide substantive comments on the posts of your peers, comparing his or her perspective to
yours. Ask any questions that will help you better understand your peer's perspective. Use correct APA format, including in-text citations and associated
references to support your statements.

Course Resources

u10d2 - Learning Components

• Identify an organization's competitive advantage.
• Discuss why the patient experience is a critical issue for health care operations.
• Discuss why patient satisfaction is a strategy for the organization.
• Identify the senior leader’s role in impacting patient experience.
• Explain an organization’s strategic initiatives.

Undergraduate Discussion Participation Scoring Guide

Capella University Library
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• Apply the principles of effective composition.
• Assess the relevance and credibility of information sources.
• Determine the proper application of APA formatting requirements and scholarly writing standards.
• Assess the relevance and credibility of information sources.
• Determine the proper application of the rules of grammar and mechanics.




