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Florida Department of Health 
Division of Disease Control and Health Protection 

Bureau of Public Health Laboratories 

Jacksonville  
182 
Employees 

Pensacola  
11 
Employees 

Tampa  
46 
Employees 

Miami  
28 
Employees Mission:  

To protect, promote & improve the 
health of all people in Florida through 
integrated state, county & community 
efforts. 
 



Executive Steering 
Committee 

Dr. Carina Blackmore – Bureau Chief 
Susanne Crowe – Jacksonville Lab Director 
Dr. Andrew Cannons – Tampa Lab Director 
Dr. Leah Gillis – Miami Lab Director 
William Nakashima – Pensacola Lab Director 
Dr. Marie-Claire Rowlinson – Asst. Jax Lab Director 
Regina Fisher – Administrative Services Director 



Lean Certification 
Requirements 

• Full attendance Lean Leader training (15 total) 
– Houston, TX July 15th-18th ,2013  
– Denver, CO August 5th-8th ,2013  

• 5 candidates selected to continue on for Lean Leader 
Certification 

 
Jennifer Eastman, PhD – Alaska Division of PH Laboratory 
Kwadwo Owuso-Ofori, PhD, Milwaukee Health Department 
Denise Lopez, MS, PHM, Tulare County PH Laboratory 
Karen Stephani, New York Food Laboratory 
Leila Filson, Florida Department of Health 



Lean Certification 
Requirements Con’t 

• Lead 3 Lean Projects 
– Data Entry Turn Around Time (TAT) 
– New Born Screening (NBS) Workflow Improvements 
– Customer Service TAT on corrections 
– Tuberculosis (TB) Faxing  

• Participated in biweekly calls and 2 onsite 
projects 
– Milwaukee – 5S and VSM 
– Jacksonville, Fl. – 20 keys 

• Certification 
– Presentation of Lean Projects to Steering Committee and BD 

 



1st Project 

Data Entry TAT Description 
Background:  
 Samples for NBS were received at the laboratory 
 around 10 am but it was between 1-2 pm before 
 demographic information was handed out to the 
 Data Entry operators (DEOs). Unsatisfactory 
 submissions needed to be reported out by 3 pm 
 which required demographics to be fully entered. 
Project Management: 
 Team Leader – Leila Filson 
 Executive Steering Committee (ESC)  
 Champion – Susanne Crowe 



Data Entry TAT  
Lean Tools Utilitzed 

• Intro to Lean Training 
• Project Charter 
• Huddle Meetings 
• PVD (Primary Visual Display) Board 
• Hot Button List 
• VSM (Value Stream Map) current 
• Standard Work 
• Spaghetti Diagram 



Data Entry TAT Overview 

• Departments affected by this project were Data 
Entry, Customer Service, NBS and an outside 
partner, Children’s Medical Services (CMS). 

• Babies lives are saved by accurate and timely 
reporting of NBS results.  If a sample is 
unsatisfactory and reported back to the hospital 
within 24 hours, the baby may still be there and 
another sample can be collected. 

• This project is complete. 



Kaizen opportunities: 
• Customer Service was working 

with cards and then walking 
back to the same area as the 
DEOs.   

• It took 30-45 min. for the 
supervisor to log and distribute 
the cards to the DEOs. 

Changes Made: 
• Customer Service now brings 

the cards back to the DEO 
area. 

• A new process for card 
distribution was implemented. 

Data Entry Current Value Stream Map 



  



Data Entry TAT  
Project Summary 

• Reduction of non-value added time:  
– Supervisor no longer manually logs samples and hand delivers 

the cards to DEOs. 
– Saves supervisor time 45 min/day = $11.54/day 

• Yearly savings: 182 hours = $3000.40 

• Process improvement through: 
– Standardized work (DEOs check cards out of bins).  
– Team building with other departments (Customer Service now 

brings the cards over after they are labeled). 



Project #2 

NBS Workflow Improvement 
Background:   
 The NBS department wanted to improve its 
 workflow but did not know where to start.  
 We used the 20 keys tool to identify possible 
 areas that are most problematic or 
 overarching for the department. 
Project Management: 
 Team Leader: Leila Filson 
 ESC (Executive Steering Committee 
 Champion): Susanne Crowe 
 



NBS Workflow Improvement 
Lean Tools Utilized 

• Introduction to Lean Training 
• PVD (Primary Visual Display) Board 
• Hot Button List 
• Huddle Meetings 
• 5S 
• 20 Keys 

 



NBS 20 Keys Overview 

Step 1 
 

• Define each of the 20 keys to be pertinent 
to the NBS lab.  
– Completed by Jasmin, JoJo, Patty and the 

Lean team on Tues, Jan 28th 
• There is a unique definition for each of the 

5 levels of each of the 20 keys (total 100 
definitions). 
 



Keys 1-5 



Keys 6-10 



Keys 11-15 



Keys 16-20 



Next Steps 
Step 2 

Everyone in the NBS assessed its status 
 

Step 3 
Jasmin, JoJo and Patty set 6 month goals 

 
Goal 

Move from 40 points to 50 points in 6 months! 
 

Step 4  
Identified 4 keys to focus on 

 



Current Assessment based 
on 18 surveys 



How we got the numbers 

4 X 3 = 12 
3 X 2 = 6 
2 X 14 = 28 
1 X 1 = 1 
Total = 47 

3 X 1 = 3 
2 X 18 = 36 
1 X 1 = 1 
Total = 40 
 

Goal 

Current 



Step 5 

 Develop Action Plans for each key 



 



 



 



 



Steps 6 & 7 

Step 6 
Conduct on-going assessments 

Next assessment will be in Oct, 2015 
 

Step 7 
Select new keys and point goals and  

continue to apply lean methods! 
 

  



NBS Workflow Improvement 
Project Summary 

• Reduction of non-value added time 
– Time Management – by staggering days off to suit the workload, 

more employees are available for the busier days. 

• Process improvement through 
– Error Proofing – by eliminating re-work and creating a byproduct 

that has improved teamwork and communication. 
– Organizing – Everyone knows where reagents and supplies 

belong and this aids in the re-ordering process. 

This project is complete but will continue 
another round for continuous improvement! 

 
 

 



Project #3 

Customer Service TAT 
Background: 
 A request was made from an outside partner, CMS, to 
 look into improving the TAT for making corrections to 
 information on the laboratory requisition cards.  The 
 current Standard Operating Procedure (SOP) (put in 
 place due to an Inspector General (IG) report in 2006) 
 required a letter on hospital letterhead requesting any 
 corrections.  Sometimes this took multiple phone calls 
 asking for the hospital to submit a written request and 
 could take up to 3 weeks. 
Project Management: 
 Team Leader – Leila Filson  
 ESC Champion – Susanne Crowe 

 



Customer Service TAT  
Lean Tools Utilitzed 

• Introduction to Lean Training 
• VSM (Value Stream Map) current 
• Standard Work 
• Brown Paper  
 



Customer Service TAT 

It was not uncommon to make repeated phone calls 
and taking up to 3 weeks to get a letter on hospital 
letterhead requesting changes to be made to 
demographic information.  



We now have 4 
acceptable ways 
to accept requests 
for corrections.   
 
Before we could only 
make corrections if 
received request on 
hospital letterhead. 
(SOP put in place due to IG 
report in 2006) 



Brown Paper Exercise 
Finding missing demo cards 

 



Customer Service Overview 

• Departments affected by this project were 
Data Entry, Customer Service, NBS and 
an outside partner, CMS. 

• This project has dramatically improved the 
process of making corrections and has 
been the catalyst for improved 
communications between the Lab and 
CMS. 

• This project is complete. 
 



Challenges   &   Successes 
• Turnover in Data Entry and 

Customer Service Supervisor 
position. 

• For a Bureau this large, it is 
difficult to find the time to 
devote to LEAN facilitation. 
 

 

• In the BPHL’s Strategic Plan under 
the Strategic Area “Measurable 
Performance”, it is a goal to 
“increase workforce focus on 
measurable performance” and within 
this goal are objectives to complete 
Quality Improvement Projects. 

• The NBS department has been an 
example for other departments to 
see how well LEAN tools can work 
and help improve the department. 

• The Bureau created a Quality 
Assurance position.  



  



Questions 
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