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Today’s Agenda

01. Lean in a Nutshell

02. No-Show Rate Challenge

03. AI Integration Strategies

04. Getting Started

Co re  p rin c ip le s  o f le a n  m e th o d o lo g y a n d  its  tra n s fo rm a tive  im p a c t 

o n  c o m m u n ity h e a lth  c e n te rs .

De e p  d ive  in to  NSR p ro b le m s , fin a n c ia l im p a c t, a n d  s tra te g ic  

s o lu tio n s  fo r im p ro ve m e n t.

Le ve ra g in g  a rtific ia l in te llig e n c e  to  a u g m e n t le a n  p ro c e s s e s  a n d  

e n h a n c e  d e c is io n - m a kin g  c a p a b ilitie s .

Pra c tic a l s te p s  fo r im p le m e n tin g  le a n  m e th o d o lo g y a n d  id e n tifyin g  

wa s te  e lim in a tio n  o p p o rtu n itie s .



Lean Process Improvement in a Nutshell

Lean Foundations

Waste Elimination Value Creation

Le a n  m e th o d o lo g y fo c u s e s  o n  e lim in a tin g  wa s te  (m u d a ) , re d u c in g  

va ria tio n  (m u ra ) , a n d  p re ve n tin g  o ve rb u rd e n  (m u ri)  to  c re a te  m a xim u m  

va lu e  fo r p a tie n ts  wh ile  im p ro vin g  o p e ra tio n a l e ffic ie n c y a n d  q u a lity 

o u tc o m e s .

Id e n tify a n d  re m o ve  e ig h t typ e s  

o f wa s te : d e fe c ts , 

o ve rp ro d u c tio n , wa itin g , u n u s e d  

ta le n t, tra n s p o rta tio n , in ve n to ry, 

m o tio n , a n d  e xtra - p ro c e s s in g  to  

s tre a m lin e  wo rkflo ws .

Fo c u s  o n  a c tivitie s  th a t d ire c tly 

b e n e fit p a tie n ts  a n d  im p ro ve  

c a re  d e live ry wh ile  e lim in a tin g  

n o n - va lu e - a d d e d  p ro c e s s e s  

th a t c o n s u m e  re s o u rc e s  with o u t 

b e n e fit.



Additional Resources for Lean Implementation

NACHC Strategic Framework

DIMECA HMIVTF Strategy NACHC Improvement Guide Learning Collaborative Network

Th e  Na tio n a l As s o c ia tio n  o f Co m m u n ity He a lth  Ce n te rs  p ro vid e s  c o m p re h e n s ive  re s o u rc e s  th ro u g h  th e ir Va lu e  

Tra n s fo rm a tio n  Fra m e wo rk a n d  DIMECA m e th o d o lo g y to  g u id e  s ys te m a tic  im p ro ve m e n t in itia tive s .

De fin e , Me a s u re , An a lyze , 

Im p ro ve , Co n tro l m e th o d o lo g y 

c o m b in e d  with  He a lth  Ce n te r 

Ma n a g e m e n t a n d  Va lu e  

Tra n s fo rm a tio n  Fra m e wo rk fo r 

s ys te m a tic  p ro c e s s  im p ro ve m e n t.

Ac c e s s  th e  c o m p re h e n s ive  PDF 

re s o u rc e  d e ta ilin g  im p ro ve m e n t 

s tra te g ie s , im p le m e n ta tio n  to o ls , 

a n d  b e s t p ra c tic e  fra m e wo rks  fo r 

c o m m u n ity h e a lth  c e n te rs .

J o in  NACHC's  Le a n  Le a rn in g  

Co lla b o ra tive  fo r p e e r s u p p o rt, 

s h a re d  e xp e rie n c e s , a n d  o n g o in g  

p ro fe s s io n a l d e ve lo p m e n t in  

p ro c e s s  im p ro ve m e n t m e th o d s .



"

No-show rates are a common administrative and clinical challenge that 
can be solved through patient identification and strategic outreach.

— Healthcare Process Improvement Principle

Th is  fu n d a m e n ta l in s ig h t h ig h lig h ts  th a t a d d re s s in g  n o - s h o w ra te s  re q u ire s  s ys te m a tic  a p p ro a c h  c o m b in in g  d a ta  

a n a lytic s , p a tie n t e n g a g e m e n t s tra te g ie s , a n d  o p e ra tio n a l e ffic ie n c y im p ro ve m e n ts  to  c re a te  s u s ta in a b le  s o lu tio n s  th a t 

b e n e fit b o th  p a tie n ts  a n d  h e a lth c a re  o rg a n iza tio n s .



Defining No-Show Rates (NSR)

What Are No-Show Rates

Why NSR Are Problematic

Hidden Revenue Impact

Th e  p e rc e n ta g e  o f s c h e d u le d  p a tie n ts  wh o  fa il to  a tte n d  th e ir a p p o in tm e n ts  with o u t p rio r c a n c e lla tio n , 

typ ic a lly ra n g in g  fro m  15 - 30 % in  c o m m u n ity h e a lth  c e n te rs  n a tio n wid e .

No - s h o ws  c re a te  o p e ra tio n a l in e ffic ie n c y, re d u c e  p ro vid e r p ro d u c tivity, lim it a c c e s s  fo r o th e r p a tie n ts , a n d  

re s u lt in  s ig n ific a n t re ve n u e  lo s s e s  fo r h e a lth c a re  o rg a n iza tio n s .

Be yo n d  lo s t a p p o in tm e n t fe e s , n o - s h o ws  e lim in a te  re ve n u e  fro m  la b s , m e d ic a tio n s , a d d itio n a l p ro c e d u re s , 

a n d  s p e c ia lty re fe rra ls  th a t wo u ld  o c c u r d u rin g  vis its .



Solving No-Show Rate Challenges

More Patient Attendance Sufficient Room Capacity

Provider AvailabilityTechnology Infrastructure

Im p le m e n t re m in d e r s ys te m s , fle xib le  

s c h e d u lin g , a n d  p a tie n t e n g a g e m e n t 

s tra te g ie s  to  in c re a s e  s h o w ra te s  a n d  

a p p o in tm e n t a d h e re n c e .

En s u re  a d e q u a te  p h ys ic a l s p a c e  a n d  

e xa m in a tio n  ro o m s  to  a c c o m m o d a te  

in c re a s e d  p a tie n t vo lu m e  with o u t c re a tin g  

b o ttle n e c ks  o r d e la ys .

Ve rify s u ffic ie n t p ro vid e r c a p a c ity a n d  c lin ic a l 

s ta ff to  h a n d le  in c re a s e d  p a tie n t lo a d s  wh ile  

m a in ta in in g  q u a lity c a re  s ta n d a rd s .

En s u re  ro b u s t te le h e a lth  p la tfo rm s , s c h e d u lin g  

s ys te m s , a n d  d ig ita l to o ls  c a n  s u p p o rt virtu a l 

c a re  d e live ry a n d  in c re a s e d  u tiliza tio n .



No-Show Rate Financial Impact Analysis

Revenue Loss Assessment
No - s h o w ra te s  c re a te  c a s c a d in g  fin a n c ia l 

im p a c ts  b e yo n d  m is s e d  a p p o in tm e n t 

fe e s . Lo s t re ve n u e  in c lu d e s  la b o ra to ry 

te s ts , m e d ic a tio n  d is p e n s in g , a d d itio n a l 

p ro c e d u re s , a n d  s p e c ia lty re fe rra ls  th a t 

wo u ld  h a ve  g e n e ra te d  in c o m e  d u rin g  

p a tie n t vis its .

$150B
An n u a l US He a lth c a re  Lo s s



Southwest CHC Best Practice Spotlight

Recognized Excellence in CRC Screening

Key Questions for Learning

Im p le m e n te d  in n o va tive  Co lo g u a rd  Kits  On - De m a n d  

p ro g ra m  fo r p a tie n t a c c e s s ib ility.

Ac h ie ve d  s ig n ific a n t im p ro ve m e n ts  in  c o lo re c ta l c a n c e r 

s c re e n in g  ra te s  th ro u g h  s ys te m a tic  a p p ro a c h .

De ve lo p e d  b e s t p ra c tic e  p ro to c o ls  n o w re c o g n ize d  n a tio n a lly 

b y h e a lth c a re  q u a lity o rg a n iza tio n s .

Wh a t s u rp ris e d  yo u  m o s t a b o u t yo u r c o lo re c ta l c a n c e r 

s c re e n in g  im p ro ve m e n t jo u rn e y?

Wh a t wo u ld  yo u  d o  d iffe re n tly if s ta rtin g  th is  in itia tive  o ve r 

to d a y?

Wh y a re  yo u  h e re  s h a rin g  in s te a d  o f m e  p re s e n tin g  th is  

c o n te n t?

●

●

●

●

●

●



Where Artificial Intelligence Fits in Lean

AI Integration Strategy

Define AI Purpose Establish Parameters Human-in-Loop

Th e  ke y ta ke a wa y is  a s kin g  th e  rig h t q u e s tio n s , a s s e m b lin g  th e  rig h t te a m , a n d  a p p ro a c h in g  c h a lle n g e s  with  

c o rre c t m e th o d o lo g y wh e n  im p le m e n tin g  AI s o lu tio n s  in  le a n  p ro c e s s e s .

Cle a rly a rtic u la te  wh a t AI is , wh a t 

it  is  n o t, a n d  wh y yo u  wo u ld  u s e  AI 

to  s o lve  th is  p a rtic u la r p ro b le m  

ra th e r th a n  tra d itio n a l m e th o d s .

En s u re  a p p ro p ria te  d a ta  q u a lity, 

te a m  e xp e rtis e , s e c u rity p ro to c o ls , 

a n d  m o n ito rin g  p la n s  a re  in  p la c e  

b e fo re  AI im p le m e n ta tio n  b e g in s .

Ma in ta in  h u m a n  o ve rs ig h t in  AI 

d e s ig n  a n d  o p e ra tio n . Au g m e n t 

c a p a b ilitie s  ra th e r th a n  re p la c e  

h u m a n  ju d g m e n t a n d  a c c e le ra te  

ra th e r th a n  a b d ic a te  d e c is io n s .



AI and Lean Intersection

Predictive Analytics for NSR

Automated Patient Outreach

Dynamic Schedule 
Optimization

AI a lg o rith m s  c a n  a n a lyze  p a tie n t 

b e h a vio r p a tte rn s , d e m o g ra p h ic s , a n d  

h is to ric a l d a ta  to  p re d ic t n o - s h o w 

p ro b a b ility a n d  e n a b le  p ro a c tive  

in te rve n tio n  s tra te g ie s  fo r h ig h - ris k 

a p p o in tm e n ts .

Ma c h in e  le a rn in g  c a n  o p tim ize  

c o m m u n ic a tio n  tim in g , m e th o d , a n d  

m e s s a g in g  c o n te n t to  im p ro ve  

a p p o in tm e n t a d h e re n c e  a n d  re d u c e  

n o - s h o w ra te s  th ro u g h  p e rs o n a lize d  

e n g a g e m e n t a p p ro a c h e s .

AI c a n  c o n tin u o u s ly a n a lyze  

a p p o in tm e n t p a tte rn s , p ro vid e r 

a va ila b ility, a n d  p a tie n t p re fe re n c e s  to  

o p tim ize  s c h e d u lin g  a lg o rith m s  a n d  

re d u c e  b o th  wa it tim e s  a n d  n o - s h o w 

ra te s  s im u lta n e o u s ly.



Getting Started with Lean Implementation

Starting Point Strategy

The 10-Minute Question Prioritization Strategy

Quick Wins High Impact Patient Benefit

Be g in  le a n  im p le m e n ta tio n  b y fo c u s in g  o n  wa s te  id e n tific a tio n  a c ro s s  a ll d e p a rtm e n ts . En g a g e  b illin g , fro n t o ffic e , c lin ic a l, a n d  tra n s p o rt 

te a m s  to  id e n tify im p ro ve m e n t o p p o rtu n itie s .

As k te a m s : If yo u  h a d  10  m in u te s  in  yo u r d a y to  d o  d iffe re n tly, 

wh a t wo u ld  th a t lo o k like ?

Co m p ile  a n s we rs  fro m  d ive rs e  s ta ff a c ro s s  a ll d e p a rtm e n ts  

a n d  s e rvic e  a re a s

Co n s id e r th is  c o m p re h e n s ive  in p u t a s  yo u r p o o l o f 

im p ro ve m e n t p o s s ib ilitie s

Na rro w o p p o rtu n itie s  a c ro s s  c o m m o n  th e m e s  a n d  p a tte rn s  

th a t e m e rg e  fro m  fe e d b a c k

Eva lu a te  o p tio n s  b a s e d  o n  s p e e d  o f im p le m e n ta tio n  a n d  

p o te n tia l im p a c t

Ba la n c e  q u ic k win s  with  h ig h - im p a c t c h a n g e s  a n d  p a tie n t-

c e n te re d  im p ro ve m e n ts

Fo c u s  o n  ra p id  im p le m e n ta tio n  

o p p o rtu n itie s  th a t s h o w im m e d ia te  

re s u lts  a n d  b u ild  m o m e n tu m .

Ta rg e t c h a n g e s  th a t s ig n ific a n tly 

im p ro ve  p a tie n t o u tc o m e s  a n d  

o rg a n iza tio n a l b o tto m  lin e  p e rfo rm a n c e .

Prio ritize  im p ro ve m e n ts  th a t m o s t 

d ire c tly e n h a n c e  p a tie n t c a re  q u a lity 

a n d  e xp e rie n c e  o u tc o m e s .

●

●

●

●

●

●



Team-Based Waste Identification Approach

Multi-Department Engagement Strategy Implementation Design Framework
En g a g e  d ive rs e  te a m s  a c ro s s  yo u r o rg a n iza tio n  to  

id e n tify wa s te  a n d  im p ro ve m e n t o p p o rtu n itie s  fro m  

m u ltip le  p e rs p e c tive s  a n d  o p e ra tio n a l a re a s .

Billin g  Te a m : Id e n tify a d m in is tra tive  in e ffic ie n c ie s , 

c o d in g  d e la ys , a n d  re ve n u e  c yc le  b o ttle n e c ks  

a ffe c tin g  c a s h  flo w.

Fro n t Offic e  Te a m : Exa m in e  p a tie n t c h e c k- in  

p ro c e s s e s , a p p o in tm e n t s c h e d u lin g  c h a lle n g e s , a n d  

c o m m u n ic a tio n  g a p s .

Clin ic a l Te a m : As s e s s  p a tie n t flo w is s u e s , 

d o c u m e n ta tio n  b u rd e n s , a n d  c a re  c o o rd in a tio n  

in e ffic ie n c ie s  th a t im p a c t o u tc o m e s .

Tra n s fo rm  id e n tifie d  o p p o rtu n itie s  in to  s tru c tu re d  

im p ro ve m e n t p ro je c ts  with  c le a r o b je c tive s , m e tric s , 

a n d  s u s ta in a b le  c h a n g e  m a n a g e m e n t a p p ro a c h e s .

Tra n s p o rt Te a m : Eva lu a te  p a tie n t m o ve m e n t, 

e q u ip m e n t lo g is tic s , a n d  s u p p ly c h a in  p ro c e s s e s  fo r 

e ffic ie n c y im p ro ve m e n ts .

Qu a lity Fo c u s : De te rm in e  wh e th e r s e e kin g  q u ic k 

im p le m e n ta tio n  win s  o r p u rs u in g  m o s t im p a c tfu l 

lo n g - te rm  c h a n g e s .

Ba la n c e d  Ap p ro a c h : Co n s id e r in itia tive s  th a t 

s im u lta n e o u s ly b e n e fit p a tie n ts  m o s t wh ile  

im p ro vin g  o rg a n iza tio n a l b o tto m  lin e  p e rfo rm a n c e .

●

●

●

●

●
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Lean Implementation Success Metrics

Time Reduction Cost Savings Patient Satisfaction Efficiency Gains

Quick Wins High Impact Patient Benefit

30% 25% 85% 40%

Id e n tify a n d  im p le m e n t ra p id  

im p ro ve m e n ts  th a t d e m o n s tra te  

im m e d ia te  va lu e  a n d  b u ild  

o rg a n iza tio n a l m o m e n tu m  fo r la rg e r 

in itia tive s .

Stre a m lin e  p a tie n t c h e c k- in  p ro c e s s e s  

to  re d u c e  wa itin g  tim e s  s ig n ific a n tly.

Elim in a te  re d u n d a n t d o c u m e n ta tio n  

s te p s  th a t b u rd e n  c lin ic a l s ta ff 

u n n e c e s s a rily.

Op tim ize  s u p p ly o rd e rin g  to  re d u c e  

in ve n to ry wa s te  a n d  s to ra g e  c o s ts .

Fo c u s  o n  tra n s fo rm a tio n a l c h a n g e s  th a t 

c re a te  s u b s ta n tia l im p ro ve m e n ts  in  

p a tie n t o u tc o m e s  a n d  o p e ra tio n a l 

p e rfo rm a n c e  o ve r tim e .

Re d e s ig n  c a re  p a th wa ys  to  im p ro ve  

c h ro n ic  d is e a s e  m a n a g e m e n t 

e ffe c tive ly.

Im p le m e n t c o m p re h e n s ive  p a tie n t flo w 

o p tim iza tio n  a c ro s s  a ll s e rvic e  a re a s .

De ve lo p  in te g ra te d  q u a lity 

im p ro ve m e n t s ys te m s  fo r s u s ta in a b le  

e xc e lle n c e  a c h ie ve m e n t.

Prio ritize  im p ro ve m e n ts  th a t d ire c tly 

e n h a n c e  p a tie n t c a re  q u a lity, s a fe ty 

o u tc o m e s , a n d  o ve ra ll h e a lth c a re  

e xp e rie n c e  s a tis fa c tio n .

Re d u c e  a p p o in tm e n t wa it tim e s  a n d  

im p ro ve  a c c e s s  to  c a re .

En h a n c e  c a re  c o o rd in a tio n  b e twe e n  

p ro vid e rs  a n d  d e p a rtm e n ts  s e a m le s s ly.

Im p le m e n t p ro a c tive  p a tie n t 

c o m m u n ic a tio n  a n d  e n g a g e m e n t 

s tra te g ie s  e ffe c tive ly.

●

●

●

●
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Tanya Zucconi, MBA, CPHIMS, PMP, CMS
LinkedIn 
Tanya@FastxPartners.com
Tanya@ZGMAdvisors.com
+1 (781) 801-4120

https://www.linkedin.com/in/tanyazucconi/
mailto:Tanya@FastxPartners.com
mailto:Tanya@ZGMAdvisors.com


Thank You for Your Engagement
Together, we can transform community health centers through lean principles and create lasting improvements for our patients and communities.
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