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• Typically projects begin one of two ways:

– Direction from PDC Leadership
– Request for help from individual clinic HCA

• With a general idea of some areas of opportunity and an identified clinic we have 
streamlined our process to start with a “PI Toolkit”. This is a collection of reports 
and tools we have developed to quickly consolidate key metrics and indicators to 
tell a visual story and set a baseline for improvement work. 

– These reports take patient experience, operational, financial, and scheduling data and 
aid in narrowing efforts that will result in the biggest impact. They can identify low 
hanging fruit, validate if issues are new or have been consistent over time, and can also 
be used to track the impact of changes throughout a project and into the control phase. 

– These reports have been purposely designed to not only tell a story but provide quick, 
easy, automated information with built in flexibility and customization for almost any 
level end user. Formatting, filters, and design are set up to be consistent standard to 
encourage customer utilization. 

Initiating Performance Improvement Projects
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Performance Improvement Tools

• Balanced Scorecard
• Appointment Demographics
• Patients Registered for MyChart
• Ambulatory Telehealth ACD
• Communication of Test of 

Results Tracking Tool
• Cycle Time Dashboard
• Inbasket Turnaround Time (TAT) 

72 Hours
• Lead Time Histogram
• Press Ganey CG CAHPS Survey 

Analysis Tool
• Clinic Activity Report

• Closed & Delinquent Encounters
• Labor and Productivity Report
• Workforce Analytics – 

Termination Dashboard
• Referral Performance 

Dashboard
• Appointments Scheduled Next 

Week
• Template Diagnostic Tool
• Department Division Dashboard
• Provider Engagement: Star 

Rating

3Items are listed in order of appearance



Balanced Scorecard - PSweb

• The balanced scorecard is the “heart” of performance 
monitoring and improvement within the health system

• Given the familiarity and usage of this tool, the majority of 
our metric specific reports are designed to tie back to this 
structure
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Quality and Patient Safety



Appointment Demographics

Purpose:  To review demographics of patients with completed 
appointments over the last 18 months. Demographic categories 
include the patient’s age, sex, race, ethnic group, state, and 
county. 

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002388&
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Appointment Demographics
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Patients Registered for MyChart (PDC/CPDC Only)

Purpose:  To track the percentage of distinct patients with a 
recent visit that are currently registered for MyChart. 

• BSC Related Metrics: Patients Registered for MyChart

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002408&
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Patients Registered for MyChart (PDC/CPDC Only)
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Patient Experience



Ambulatory Telehealth ACD (HBC Only)

Purpose:  This dashboard is used to measure performance on 
common call metrics that are consistent with Duke Health Access 
Services: Abandonment Rate, Average Speed to Answer, Average 
Handle Time, Service Level, Calls Offered, Calls Handled, and 
Abandoned Calls. The report looks at the specific call types for 
each clinic and trends the data over time.

• Pathway to Report: PSWeb  Reports  DUHS  Hospital 
Based Clinics

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002383&
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Ambulatory Telehealth ACD (HBC Only)
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Communication of Test Results Tracking Tool

Purpose: Used to track the median number of hours from when 
a test is performed to when the patient views their results in 
MyChart. It can help compare patient perception with reality 
regarding test result turnaround times. 

• BSC Related Metrics: CGCAHPS: Communication of Test 
Results

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002596&
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Communication of Test Results Tracking Tool
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Cycle Time Dashboard (PDC/CPDC Only)

Purpose:  To track clinic turnaround times by analyzing average 
Cycle Time, Time to Room, and Time in Room. The second tab 
shows these metrics in a heat map format by hour and day of 
week with a breakdown of New vs. Return visit mix. 

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002344&
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Cycle Time Dashboard (PDC/CPDC Only)
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Inbasket TAT 72 Hours

Purpose:  Looks at messages patients send through Mychart to 
the provider’s Inbasket related to Patient Medical Advice or 
Patient Medication Renewal that are answered or closed within 
72 business hours. Messages are attributed to the ‘original to’ 
provider so even messages that route to pools are still counted. 

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002686&
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Inbasket TAT 72 Hours
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Lead Time Histogram

Purpose: Review the distribution of the average and median 
lead time for a new appointment. Calculated as the total number 
of calendar days between the scheduled date and the 
appointment date (excludes cancelled appointments). 

• BSC Related Metrics: New Appointment Lead Time

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002106&
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Lead Time Histogram
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Press Ganey CGCAHPS Survey Analysis Tool

Purpose:  To aid in identifying trends and areas of opportunity 
with Press Ganey CGCAHPS survey results. This includes the 
Domain rollup scores, individual questions, and free text 
comments from patients. 

• BSC Related Metrics: All CGCAHPS Domain Scores

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002269&
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Press Ganey CGCAHPS Survey Analysis Tool
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Finance and Growth



Clinic Activity Report

Purpose:  To aid in identifying trends and patterns in 
appointment scheduling and patient arrivals. Includes data for 
Arrived Visits, New Patient %, No Show Rate and Average Cycle 
Time over the last 24 months. There are filters for insurance 
providers as well.

• BSC Related Metric: Volume: Total Arrived Visits 

• Pathway to Report: PSWeb  Reports  PDC

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002332&
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Clinic Activity Report
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Closed & Delinquent Encounters Dashboard

Purpose: Track the number of encounters closed in more than 5 
business days (delinquent).  The BSC % Closed 5 BD tab 
corresponds directly to the scores on the balanced scorecard and 
shows the data in a heat map format.

• BSC Related Metrics: Closed Encounters Within 5 Business 
Days

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002031&
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Closed & Delinquent Encounters Dashboard
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Labor and Productivity Reports (HBC Only)

Purpose:  To review FTE summaries, Labor Expense, and Worked 
Hours per Unit of Service at either a CSU or cost center level. The 
data is trended over the course of the fiscal year and is broken 
down by job class and unit of service. 

• BSC Related Metrics: Flex FTE Percent Variance, Flex Labor 
Expense Percent Variance, Flex RN Traveler FTE

• Pathway to Report: PSWeb  Reports  DUH  Labor 
Productivity – Cost Center Reports 

• Link to Report: https://psweb.duhs.duke.edu/PSWEB/Reports.aspx?lkey=135&

• Pathway to Report: PSWeb  Reports  DUH  Labor 
Productivity – Summary Reports

• Link to Report: https://psweb.duhs.duke.edu/PSWEB/Reports.aspx?lkey=124&
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Labor and Productivity Reports (HBC Only)

29



People and the Environment



Workforce Analytics – Termination Dashboard

Purpose: Used to track the termination, turnover, and 
turbulence metrics of employees across the practice and has drill 
down capabilities for employee demographic factors

• Pathway to Report: PSWeb  Reports  DUHS  Workforce 
Analytics 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002135&
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Workforce Analytics – Termination Dashboard
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Access



Referral Performance Dashboard**

Purpose: To review referral performance across the health 
system from a number of different perspectives to include 
referral quantities, turnaround times, sources, and types. There 
is an extensive training guide with definitions that helps explain 
how to use and understand the report.  **Select access for 
those that have completed training. 

• Pathway to Report: PSWeb  Reports  PDC  Referral 
Reports 

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002427&
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Referral Performance Dashboard**
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Referral Performance Dashboard**
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Scheduled Appointments Next Week

Purpose: Tracks the number of appointments and distinct count 
of patients that are scheduled over the next week. It can be used 
to plan for and anticipate busy periods and potential down time 
over the coming days. 

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002400&
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Scheduled Appointments Next Week
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Template Diagnostic Tool (Tableau)

Purpose:  Review template and session data by clinical 
department, division, and provider and identify opportunities to 
increase capacity and balance workload. 

• Pathway to Report: PSWeb  Reports  PDC  
Performance Monitoring

• Link to Report: 
https://psweb.duhs.duke.edu/PSWEB/Report.aspx?id=002128&
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Template Diagnostic Tool (Tableau)
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Enterprise-Wide Reports



Department/Division Dashboard

Purpose: This report sits under each of the Clinical Departments 
and is intended to provide division-level metrics related to 
financial data, scheduling/templates, patient satisfaction, visit 
volume, etc. 
• Pathway to Report: PSWeb  Reports  CLINDEPTS  

Department of (insert your Clinical Department name here)  
Department/Division Dashboard

• Notes:  This dashboard is extensive and contains and 
embedded training video link and report guide for navigation. 
Access is granted by Clinical Dept
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Department/Division Dashboard
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Provider Engagement: Star Rating

Purpose:  To enhance search engine optimization, provide transparent 
information from our confirmed patients, and push other potentially bogus 
rating sites down the search list. Provider Star Ratings are calculated from the 
Press Ganey Global Rating question (rank your provider 0-10). Providers must 
have 30+ reviews to be published on the Duke Health Website. 
• Link to Resource: 

https://intranet.dh.duke.edu/ent/pdc/SitePages/Star%20Rating%20Initiati
ve.aspx
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