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500 bed tertiary hospital in the Southern Adelaide Health Service
Co-located with Flinders University and Flinders Private Hospital
50,000 ED attendances  /  6,000 elective admissions per year

200,000 outpatient attendances per year
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Redesign PrinciplesRedesign Principles



Clinic flowClinic flow



Referrals/wk – 15

Hospital Av. Wait
A 18-24m
B > 12m

C > 18m

D > 12m
E > 18m

Referral waiting timesReferral waiting times



High demand 
(144 waiting for consult)

No triage guidelines

Delay in patients being placed 
on appropriate treatment plan

High DNA rate (up to 25%)

Problems Problems (a can of worms)(a can of worms)



“Bet you
can’t do
this!”





Spreadsheet

Cancelled appointments 
July-December

Testing the solutionTesting the solution



Two assessment clinics

Research project
Ethics approval

Collaboration with med staff

Validating triage tool

Testing the solutionTesting the solution



ResultsResults
Diagnosis Referral + 

Q
Clinic

Impingement / Cuff 
Tear

34 31

Instability 3 3

OA 4 6

Others (uncertain) 1 (5) 7





Triage pathwayTriage pathway





Triage percentagesTriage percentages

Urgent

Routine

Physio 
assessment

20%

40%

40%



InterventionsInterventions
Reformat clinic schedule

Introduction of physiotherapy
Data

Triage guidelines

Validated questionnaire



OutcomesOutcomes
Shorter patient waits

Urgent: from 12 mths to 2mths

Better treatment outcomes

Easier triaging

Decreased DNAs



DNA ratesDNA rates
Intervention

Xmas closure
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