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Executive Summary: Self-service kiosks have successfully been implemented in the Johns Hopkins Outpatient Clinic (JHOC) to reduce wait times associated with appointment check-in, improve patient flow, correct patient record errors, and improve patient satisfaction.
  
Objective of the Best Practice: The main objective of the self-service kiosks is to improve patient flow and reduce wait times at check-in for clinic appointments.  Arrival times and time waiting cannot be adequately tracked for every patient without a kiosk.  Improvements to the process cannot take place efficiently without accurately measured data.   The kiosks accurately tracks the arrival times and wait times for every patient that checks in and provides valuable data to support improvement initiatives. 

Background: Many healthcare clinics have issues with long wait times after the patient arrives for their appointment.  Some time issues are associated with having to go through the check-in process with administrative support personnel upon arrival.  Lengthy or perceived unnecessary waits often lead to negative patient satisfaction feedback and an overall poorer patient experience.

Implementation Methods: Self-service kiosks were installed in patient appointment check-in areas in the JHOC. Patients at JHOC receive a reminder letter that they can bring with them to their appointment before their appointment. These letters have bar scans that the patient uses to scan in at the kiosk for their appointment.  (They may also check in at the kiosk with their name, DOB, and SSN if they do not have their letter.) They are prompted through a few check-in screens to verify information after the patient scans in to the kiosk, most importantly that they are at the correct appointment. The appointment kiosks improve patient flow and timeliness of the check-in process much like the self-service check-in kiosks at airports. 

Results: The implementation of the kiosks is a great success.  Wait times of patients can be monitored real time by administrative support personnel through the kiosk software system.  This capability in itself is a vast improvement. Clinic managers had no capability to determine the length of wait for every patient before implementation.  Monthly reports are created from the kiosk system showing the average and median kiosk use time, the wait time, process time, and total time for the patients.  Each clinic has seen a steady decrease in wait times over the months from implementation. 

There are also many significant additional benefits to the self-service kiosks.  The kiosk gives patients the ability to correct some personal information directly at the kiosk and other information can be flagged at the kiosk to alert admin support personnel that changes need to be made in the patient’s records.  The kiosk system tracks statistics on contact information and demographic errors that have been identified by the patients as well as corrections to the data input at the kiosk by the patients. Data is also monitored by the system on insurance errors, guarantor errors, and physician errors flagged by the patient from the kiosk screens.  Admin support personnel then work with the patients to correct any errors identified.  These statistics are also reported monthly along with the patient wait times.  Again, without a kiosk system managers would not be able to track data on patient record errors and corrections. The kiosks drive a process for more accurate information in the patient’s record.  

Conclusion: Appointment kiosks will become the standards of practice for appointments at clinics just like kiosks are used globally to improve flow and reduce wait times at airports.  Improvements in wait times and patient flow can be accurately measured for any service line, and kiosks will continue to improve check-in efficiencies with future advancements in technology and biometrics. Check-in kiosks increase access and the overall patient experience. 

