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                   Electronic Room Booking:
            Coming soon to improve booking
       and utilisation. 

Improvement
and Sustainability

Plan

                        Printing:  Moving more printing to black
                  and white to simplify and reduce waste.

Signage:  Working with Estates to improve
navigation. New signs installed.
Resilience and emergency planning:  Training
sessions for admin and clinical staff
are being organised.

                    PIT Alarms:  Reviewing processes to support
              admin staff during alerts. 

There is currently no information on processes and issues in the
three reception areas.  A better understanding of the
tasks performed, the time involved and variation
between directorates would be beneficial.  The team
would also like to gather patient feedback on the use of
digital check-in.

Project Aim:  Increasing the understanding of processes and issues in reception areas in Mental Health, Children and
Young Person’s and Learning Disabilities & Autism Services

Understanding the Processes and Issues in Reception Areas in Mental Health,
Children and Young Person’s and Learning Disabilities & Autism Services
Project Lead:   Eleanor Cappell, Head of Business and Transformation             
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A clearer understanding of day to day
processes and issues within reception
areas is needed in order to identify areas
for improvement which could lead to
cost savings.

Time and motion data was planned to be collected through observation by the
Improvement Team over one day at each location.  Surveys were also developed to be
distributed to patients at each location and the Improvement Team would ask staff for
feedback about what they felt was working well, what the main issues were and what
their ideas were for improvement.

The Improvement Team observed reception areas for one day in each of the following locations:
Swanswell Point (Mental Health) on 19/05/2025
City of Coventry Health Centre (CoCHC), 4th Floor (Children’s Services) on 20/05/2025
Windmill Point (Learning Disabilities & Autism) on 23/06/2025

At the same time patients were asked for feedback and any ideas for improvement.

Observation data was collated and analysed and Pareto charts were produced with key themes from the observation and
discussions with staff.  Patient survey data was also collated and analysed.  Findings were shared with relevant leads and the staff
who had taken part.  The findings were also shared as part of the wider Admin Review work in engagement sessions.
Key findings highlighted different patient requirements in each location, reception staff required to multitask, the need for accurate
and timely appointment information on Carenotes, and most patients were in favour of using a digital kiosk to aid check-in.

The aim of this project was fully acheived!
The project has helped to evidence current ways of working, identify pressures

and explore where there may be opportunities to improve efficiency and
streamline processes.
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