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Operation CIAO:

Transforming Care
Coordination

Catina Gordon-Oates, MSN, RN, BSBA, PED-BC, NE-BC
Courtney Vial, RN, BSN, RNC-NIC

Understand the purpose and value of
|_ daily huddles.

Explore ways daily huddles enhance
r the patient and family experience.
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Introducing Operation CIAO spn

Clinical Innovation, Access and

Outstanding Operations

* CIAO is a structured, team-based approach to daily operations,
that is focused on proactive problem-solving.
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Prior Challenges that CIAO improved spn
Q Limited patient access - long appointment lead days
‘ Delayed decision-making
@ Inefficient clinic flow
-
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The CIAO Model

2x/day structured
huddles

Team driven solutions
Immediate action
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Manager/
Director
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Director/VP.
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Target Zero events
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Framework for success spn
Donabedian Model:
Huddle
[ Workflows
Daily huddles Communication
Access Engagement Experience
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The Power of CIAO spN

Data to support improvement:
Successes: PP P

Increased Patient access +Referral Ques - Decreased by over 60% across all specialties.

* Multiple new workflow processes developed by front line staff having a
voice.

Increased Patient + 15-20% increase in patient experience scores - especially in ability to
satisfaction get desired appointment.
Increased Operational «Fill Rates - Increased by 15-40% across all outpatient clinics.
transparency = Over 8,000 patients who canceled their appointment were recaptured.

*Decrease in Target Zero events
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Impact on a
Nursing Team | jerieam

Identify barriers Spn
early

*Reduced delays
‘er escalations
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* Better coordii Ve
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*Improved inpatient
— outpatient
| | transitions
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Why it works

Small changes —
Big results

Empowered teams
improve outcomes

Real-time decisions
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spn

Standardized framework

Adaptable across clinics
and inpatient units
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Call to Action spN
Identify Implement
your areas daily
Start small ’ barriers to huddles -
patient Just get
care started!
-
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Questions?! @
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