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“WINTER WONDER 
LOUNGE”  
 
RNSH   
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Matthew Graham  



• 8 bed, 7 chair unit 

 

• RN, AIN, SSO and 
cleaner  

 

• Facilitates discharges 
and admissions  

 

 

 

• Monday to Friday  

 

• 0900 to 1730 

 

 

• No clear process, 
disorganised  

 

What WAS the Transit Lounge?  

On average, TL 
facilitated 13% of  

hospital discharges 

Patient satisfaction of 
Transit Lounge 

experience was 65% 

 
No process! 

 



• 8 bed, 7 chair unit 

 

• RN, EN, SSO and 
Cleaner  

 

• Facilitates discharges 
and admissions  

 

  

 

Monday to Friday  

 

0800 to 1830 

 

Provides patients a safe 
environment to wait 

What is the Transit Lounge NOW?  

On average, TL 
facilitates 28% of  

hospital discharges 

Patient satisfaction of 
Transit Lounge 

experience is 92% 

 
Streamlined process! 

 



Patient Flow  

 
 Admitted ETP target 
 currently on average 
 35%  

 

 Only 9% of discharges 
 are before 10am   

 

 Admission to bed ready 
 goal of 45 minutes  

Patient Experience  

 

I’ve been sitting here all day 

with nothing to eat 

 

I haven’t seen a nurse all day 

 

Why did I have to leave my bed 

to come and be dumped here 

Why did we Remodel it?  



How did we do it?  

 

ACI Redesign 
School 

 

Accelerating 
Implementation 

Methodology  
(AIM) 



Project Goal 

 

 

  

Provide an efficient, patient centred Transit Lounge 
model of care, that improves patient flow whilst 

completing a positive hospital journey.  

 

 



Project Objectives  

  Objective 1: Increase usage to aid in hospital patient flow  
 

By December 2017, 35% of RNSH in patient discharges will flow 
through the Transit Lounge  
 
 
 
 

 Objective 2: Positive patient experience in TL 
 
By December 2017, 100% of patients transferred to the Transit Lounge 
will have a positive experience that completes their hospital journey  

 
 



Key Stakeholders 

Project Team – Bed Manager, RN In Charge TL  

 

Sponsor –Patient Flow Manager  

 

Steering Committee – DNMs, Medical Representative, Deputy 
Director of Pharmacy, Redesign and Innovation Manager 

 

Clinical Champions        Patients  
– NUMs/RNs 

– Enrolled Nurse – TL  

– After hours Team Leaders 

 

 



Diagnostic Phase 

• Focus groups 
–  NUM/ nursing attendance (n= 

19) 
– Pharmacy (n=6) 

• Site visits  
– Liverpool Hsp 
– Westmead Hsp 

• Surveys  
– Nursing (n= 62)  
– Pharmacy (n=15)  
– Medical (n=42) 
– Patients (n=52) 

• Data  
 



Diagnostics issues log  

Kitchenette  

Patient 
resistance  

Stigma  
No link with 

bed priorities  

Hot meal 
service  

Pharmacy 
wait times 

Closing hours  Clinical care 
provision 

Discharge 
information 
to patients  

Lack of 
regular 

updates on 
wait 

low no. of 
transfers pre 

10am 

Visibility of 
patients and 

staff 



Diagnostic Phase summary  

Food Service  
40% of patients reported 
an issue with having no tea 
and coffee service  

65% of patients reported 
an issues with having no 
hot meals for lunch 

 

 

Physical Layout  
 50% of patients 
 reported concerns around 
 the  chaired area being far 
 from the toilet and unable 
 to visualise  staff  
 
 100% of TL staff 
 reported an issue with 
 lack of visibility of 
 patients in the chaired 
 area.  

Clinical Scope 
51% of ward staff 
stated they were 
unsure of the 
clinical scope in the 
TL  
 

Closing hours 
 36% of staff raised 

concerns regarding 
limited opening hours 



Solution Design Phase 

 Peer Observation  
 - Liverpool and Westmead Hospitals 

 Blitz Brainstorming 
 - NUMs, CNEs and RNs 

 Weighted Voting 
 - NUMs, CNEs and RNs 

 Issues Prioritisation  
 - NUMs, CNEs and RNs 

 



Solution Prioritisation  

Impact on patient  

Ability to 
Influence 

Low 

High 

Low High 

Low Priority 

Medium Priority 

Medium Priority 

High Priority 

Meal Service  

Business Rules Physical Layout 

Volunteers 

Processes 



‘As is’ Diagnostic Process Mapping 

Ward 
calls TL  

for 
handover  

TL staff  
fill out 
sticker 

and place 
on bed 
board  

Patient 
arrives  to 

TL  

TL nurse 
transfers 
pt onto 

bed 
board on 

EMR 

Highlights 
sticker 

and 
writes 

what pt is 
waiting 

on  

Patient 
sticker is 
placed in 
journey 

book 

Patient Is 
discharged  

Discharge
d from 
EMR  

Signed 
out of 

journey 
book  

Sticker 
removed  

How can we make 
this LEAN? 



Our NOW process  

 

 

G2G list 
printed, TL 
nurse calls 
wards for 
handovers 

Bed or Chair 
reserved on 

portal  

Patient 
arrives  

Patient is 
transferred 

into allocated 
bed or chair  

Portal 
updated 

Patient 
sticker is 
placed in 
journey 

book, along 
with location 

etc  

Patient is 
discharged  





 



 



 



Solution Summary  

  Transit Lounge Business Rules 
  - Develop Business Rules that are easily accessed & supported by 
  in-services, posters and marketing  

 

  Establish profile with Healthshare for 
  Transit Lounge  
  - This will enable hot meals to be delivered and allow Transit 
  Lounge to have a morning/afternoon tea service 



Summary of key solutions 

 

  Utilise Hospital Volunteers 

  - Help with Orientating patients to the Transit Lounge, talk with

  patients and assist them if needed.  Improving contact and 
  visibility of  hospital staff 

 

  Removal of Partition Wall 

  - Allow a more open environment with improved site lines, 

  opportunity to improve capacity and layout 

 





What have we done so far? 

Recruited 
volunteers 

Hot meal 
delivery has 
commenced  

Business 
rules are in 

draft  

Awaiting 
quotes from 

Ventia re: 
physical 
layout 

options 



What are the results so far? 
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facilitating 28% of 
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What are the results so far? 
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What are the results so far? 

65% 

72% 

80% 

92% 
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Patient Satisfaction  

Patient satisfaction is 
now 92% 



What is next? 

Review, finalize 
and publish 

business rules 

Marketing 
posters  

Ward 
education 

and in-
services  

Layout changes  


