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Good morning. I’m Doc Studnek and this is Medic 102.

At Medic, we solve BIG problems around here.  For example, how do we assure that a STEMI patient has a PCI 
in <90 min?  How do we increase survival to hospital discharge for cardiac arrest?  How do we manage or 
supplies and equipment efficiently?  

As we continue with Charters, let’s explore what changes we can make that will lead to improvement. Simply 
put: there is no “one” way to make improvements.  Determining what changes we can make defines the ac-
tive part of an improvement project. To make his happen, we have to pick apart the problem and its parts. Also 
called, thought work, this is the only way it can lead to improvement. 

Having a structured method to conduct this type of brainstorming and thought work is really important. Here 
at Medic, we have a tool we use specifically for this called a Driver Diagram.  A Driver Diagram consists of four 
pieces: 

1.	 Aim statement
2.	 Primary drivers 
3.	 Secondary drivers 
4.	 Change concepts  

As we move through this process, from aim to change concepts, we move from a large complex problem to 
its smaller pieces. And bite sized problems are always easier to tackle; and therefore change.  

If in the course of chartering a project a team can get clarity on what drives the process we are interested in 
changing and can find the easy bite sized chunks to attack first they set themselves up for success.  And next 
week, the real fun begins: we will share a completed charter with you on a project that is currently active.

Your homework tonight: review the diagram (to the left) and give me a 1000 word hypothesis on how we 
identify what drives patient satisfaction.  Please include a reference page. Email them to me by 4pm tomorrow.

“What?...”, inquires Beth, a medical analyst student; as she wipes her eyes from a short, but restful 
nap.

I’m joking about the 1000 words. Make it 500... 

Again, I’m joking. There is no homework. Yet, review the diagram. If you have any questions, email them to 
Tiffany at tiffanya@medic911.com.
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AIM
Ensure that 73% of Medic’s 
patients rate their overall 

service satisfaction as 
“excellent”.


