



So-WhatWhyHow Tool
Tip: If you are only looking for problems, that’s all you will find.  If you are looking for solutions…

Overview:  This tools was created in the midst of a team meeting where members were throwing out more complaints and no solutions.  If you don’t have a solution, you don’t have a complaint.  Instead of just complaint finding, transform them it into solution mining. 

Goals: 

1. Help a team out of fixation on problems

2. Convert a complaint or concern into a solution.  

3. Characterize the complaint/problem, seek its causes.  Establish the ingredients to fix it.

Material and participants: Have sheets ready for the team or draw it out on flip chart paper, arm team with post-it notes and marker pens.

Procedure:  

1. When the team seems ‘stuck’ in the mess of their problem, take one aspect of their mess they can influence or control and fill out So What.  The trick is to convert their complain into what they are trying to accomplish.  Have them write the complaint or problem on a post-it and you place them on a flip chart.  

2. Have them convert the complaints into how the ideal environment should look, act, be.

3. Have them post-it all the reasons why the department is not at the ideal state and place them in So Why.

4. Now is the fun part.  What are the dot to dots ingredients to convert the causes So Why causes into a system of So How solutions.

5. Post and the completed sheet up for the rest of the staff to add input.

	So What are we trying to accomplish (purpose)
	So Why are we not there (cause)
	So How are we going to get there (change)

	Patient Privacy – 

For every encounter, we want the patient to feel comfortable, relaxed, and their privacy protected.  We want all draw areas to appear organized and clean.

Elements of the environment

· Clean

· Consistently practiced
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Relaxing

· Evergreen understanding

· Appealing

· Clean, stocked station


	1. Confusion among staff as to what is THE proper things to do.

2. No current guidelines as to how to recognize, inquire, and insure all patients have an opportunity to express and receive privacy needs.

3. Compliance in sustaining proper practice in privacy and environment cleanliness is inconsistent

4. Leadership (management and staff) to keep the staff accountable to the agreed upon guidelines need to be reinforced
	1. Develop a set of guidelines which a) insures each patient their privacy (spoken or unspoken) needs are met and b) are clear when held up to any phlebotomist’s practice.  (Assignment – team of two to complete, entire team to review and add too it.  Hint, get input from other phlebotomists) 

2. Define a set of leadership agreements for a) management and b) staff to commit to insure that the established guidelines are sustained over time for existing and new workers. (Assignment – team of two to develop, entire team to review and add too it.)

3. Once guidelines are drafted and leadership provides input, offer it to the workforce to gain their input.  Finalize, pick an implementation day, broadcast it the ranks, then make it the new way of doing business.
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your favorite pic
 to spice it up


So-WhatWhyHow Tool
Quick tool to take team from purpose to action

	So What are we trying to accomplish (purpose)
	So Why are we not there (cause)
	So How are we going to get there (change)

	Purpose or Aim Statement

· List of elements that are inclusive of the statement.


	1. List of reason in the way or why we are not achieving that purpose today
	1. For those crucial areas of change, set up actionable items that will resolve or relieve the situation.  Use a team to develop then analyze to insure it is clear, concise and bulletproof.  ALWAYS tie it back to the purpose via the causes.
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