
The Right Emergency Care 
Project:

Redesigning ED Care



Monash Medical Centre

• Tertiary hospital south-east Melbourne

• 450 beds at Clayton campus

• 54,120 ED attendances 2004 - 2005
• 25% paediatrics
• 15,947 ambulances
• Adult admission rate 26%

• $10M ED redevelopment in progress



Our challenge…

• ED very busy!
• 150 daily attendances 

• >40 ambulances

• Staff frustration and stress

• Sense of ‘it never stops”

• Department and waiting room full
• 8% patients left without treatment

• Not meeting KPIs



New KPIs

• % operating time on ambulance bypass
• Target < 3%

• % ED patients admitted within 8hrs
• Target 80%

• % ED patients not needing admission with length of stay 
< 4hrs

• Target 80%

• Number of patients with LOS > 24hrs
• Target = 0

• 100% triage category 1 patients to be seen immediately



Lean thinking principles

Old New

let’s build big waiting areas let’s have no waits

let’s spend time sorting queues let’s get rid of queues

Triage 1 & 2 are more important all patients are equal



Strategic goals

• Improve ED care
• accessibility and efficiency
• responsiveness and respect
• effectiveness and safety

• Improve patient and staff satisfaction

• Achieve ED operational effectiveness

• Meet key performance indicators



Objectives

• Achieve disposition from ED within timelines



Objectives

Presentation

Discharge < 4 hrs Admit  < 8 hrs
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