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Syllabus	
  
 
Course 
Description  
	
  

This	
  course	
  is	
  designed	
  to	
  explore	
  the	
  progress	
  that	
  has	
  been	
  made	
  and	
  the	
  
challenges	
  that	
  remain	
  in	
  bringing	
  the	
  concepts,	
  practices	
  and	
  tools	
  that	
  have	
  
been	
  developed	
  in	
  engineering	
  and	
  manufacturing	
  to	
  the	
  health	
  care	
  industry.	
  
Drawing	
  on	
  concepts	
  and	
  materials	
  from	
  many	
  industry	
  sectors,	
  the	
  course	
  will	
  
start	
  from	
  the	
  fundamentals	
  of	
  operating	
  systems	
  and	
  explore,	
  through	
  case	
  
studies	
  and	
  an	
  anchoring	
  project,	
  the	
  opportunities	
  and	
  challenges	
  managers	
  
face	
  in	
  the	
  application	
  of	
  information/communication	
  technology,	
  concurrent	
  
engineering,	
  human	
  factors,	
  research,	
  risk	
  management,	
  and	
  supply	
  chain	
  
management.	
  
	
  

Credit Hours 
	
  

4	
  

Faculty 
Information 
	
  

David	
  Dilts,	
  PhD,	
  MBA,	
  CPA,	
  CMA	
   Kate	
  Othus,	
  MA	
  
Email:	
  dilts@ohsu.edu	
   othus@ohsu.edu	
  	
  

The	
  instructors	
  will	
  be	
  available	
  via	
  email	
  most	
  days	
  throughout	
  this	
  course,	
  
checking	
  in	
  at	
  least	
  once	
  per	
  day.	
  Students	
  are	
  strongly	
  encouraged	
  to	
  schedule	
  a	
  
phone	
  conference	
  or	
  face-­‐to-­‐face	
  meeting	
  to	
  get	
  help	
  or	
  address	
  issues	
  that	
  need	
  
an	
  in-­‐depth	
  conversation.	
  
	
  
Virtual	
  Office	
  Hours	
  are	
  as	
  needed	
  
	
  

General Course 
Meeting 
Information 
	
  

This	
  course	
  meets	
  on-­‐line	
  throughout	
  the	
  term.	
  	
  
	
  
We	
  will	
  meet	
  in	
  person	
  twice:	
  	
  
Saturday	
   1/10/2015	
   9	
  am	
  –	
  2	
  pm	
   CHH	
  3171/3181	
  
Saturday	
   3/14/2015	
   9	
  am	
  –	
  2	
  pm	
   CHH	
  3171/3181	
  
	
  
The	
  remainder	
  of	
  the	
  coursework	
  is	
  offered	
  online	
  through	
  Sakai.	
  	
  
	
  

Required Texts  No	
  textbook	
  required.	
  We	
  will	
  be	
  using	
  a	
  Harvard	
  Course	
  pack	
  and	
  some	
  readings	
  
that	
  you	
  can	
  get	
  through	
  the	
  OHSU	
  library.	
  	
  
	
  



	
  
Additional	
  materials	
  will	
  be	
  available	
  in	
  Sakai	
  as	
  part	
  of	
  the	
  Course	
  Materials.	
  
Students	
  are	
  encouraged	
  to	
  keep	
  copies	
  of	
  readings	
  and	
  links	
  that	
  they	
  may	
  want	
  
to	
  use	
  in	
  the	
  future	
  as	
  the	
  materials	
  will	
  no	
  longer	
  be	
  available	
  once	
  the	
  course	
  is	
  
complete.	
  	
  
	
  
Software	
  for	
  Process	
  Mapping-­‐	
  We	
  realize	
  that	
  Microsoft	
  Visio	
  is	
  expensive	
  if	
  you	
  
don’t	
  already	
  have	
  it	
  through	
  your	
  work	
  or	
  get	
  the	
  OHSU	
  student	
  discount.	
  	
  
Therefore,	
  below	
  several	
  free	
  alternatives,	
  which	
  can	
  be	
  found	
  through	
  this	
  
website	
  (http://maketecheasier.com/5-­‐best-­‐free-­‐alternatives-­‐to-­‐microsoft-­‐
visio/2012/01/20).	
  Please	
  use	
  one	
  of	
  the	
  following:	
  

• Microsoft	
  Visio	
  (used	
  by	
  instructors)	
  
• LucidChart	
  (www.lucidchart.com/)	
  (recommended	
  freeware)	
  
• OpenOffice	
  Draw	
  (www.openoffice.org/download/)	
  
• LibreOffice	
  Draw	
  (www.libreoffice.org/download/)	
  
• Dia	
  (https://live.gnome.org/Dia/Download)	
  
• Diagramly	
  (http://www.diagram.ly/)	
  
• Pencil	
  Project	
  (http://pencil.evolus.vn/)	
  

	
  
	
  

Optional 
Materials 

Healthcare	
  Operations	
  Management	
  by	
  Daniel	
  B.	
  McLaughlin	
  and	
  Julie	
  M	
  Hays.	
  
Publisher:	
  Health	
  Administration	
  Press	
  (May	
  15,	
  2008).	
  ISBN-­‐10:	
  1567932886	
  ::	
  	
  
ISBN-­‐13:	
  978-­‐1567932881.	
  MSRP	
  $115.	
  
	
  
The	
  Lean	
  Six	
  Sigma	
  Pocket	
  Toolbook:	
  A	
  Quick	
  Reference	
  Guide.	
  (2004)	
  George,	
  M.,	
  
Maxey,	
  J.,	
  Rowlands,	
  D,	
  &	
  Upton,	
  M.	
  McGraw-­‐Hill.	
  ISBN-­‐10:	
  0071441190	
  |	
  ISBN-­‐
13:	
  978-­‐0071441193.	
  MSRP	
  $19.00	
  
	
  
Pricing	
  for	
  textbooks	
  may	
  vary	
  by	
  retailer.	
  Additional	
  information	
  about	
  pricing,	
  
electronic	
  options	
  (e.g.,	
  Kindle),	
  rentals,	
  and	
  used	
  copies	
  is	
  available	
  through	
  
your	
  favorite	
  online	
  vendor.	
  	
  
	
  
	
  

Course 
Outcomes 
 

Upon	
  successful	
  completion	
  of	
  this	
  course,	
  students	
  will	
  be	
  able	
  to:	
  
• Explore	
  the	
  challenges	
  and	
  opportunities	
  for	
  improving	
  healthcare	
  

operations;	
  	
  
• Develop	
  an	
  understanding	
  of	
  the	
  systems	
  of	
  care	
  and	
  how	
  they	
  translate	
  

into	
  operational	
  strategies	
  and	
  activities;	
  	
  
• Understand	
  the	
  relationship	
  between	
  business	
  strategy	
  and	
  operations	
  

(or	
  the	
  lack	
  thereof);	
  	
  
• Explore	
  methods	
  and	
  tools	
  for	
  problem	
  solving	
  and	
  decision	
  making	
  in	
  

healthcare	
  operations;	
  	
  
• Learn	
  about	
  the	
  application	
  of	
  process	
  improvement	
  methods	
  in	
  

healthcare;	
  	
  
• Understand	
  the	
  concepts	
  in	
  balancing	
  patient	
  flow;	
  	
  
• Develop	
  an	
  appreciation	
  for	
  the	
  management	
  of	
  the	
  healthcare	
  supply	
  

chain,	
  and	
  	
  
• Explore	
  the	
  challenges	
  in	
  driving	
  operations	
  change	
  in	
  an	
  organization.	
  	
  

	
  



Participation & 
Attendance 
Requirements 
 

We	
  will	
  all	
  benefit	
  from	
  the	
  full	
  participation	
  of	
  everyone	
  in	
  the	
  class.	
  The	
  forums	
  
will	
  provide	
  opportunities	
  for	
  all	
  of	
  us	
  to	
  surface	
  our	
  assumptions	
  and	
  unspoken	
  
beliefs,	
  test	
  our	
  hypotheses,	
  think	
  through,	
  and	
  possibly	
  "reframe"	
  our	
  
understanding	
  of	
  what	
  it	
  means	
  to	
  be	
  a	
  manager.	
  We	
  ask	
  that	
  you	
  listen	
  well	
  to	
  
others	
  as	
  a	
  matter	
  of	
  respect	
  and	
  as	
  an	
  opportunity	
  to	
  practice	
  that	
  reframing.	
  
Without	
  discounting	
  our	
  own	
  expertise,	
  we	
  believe	
  you	
  have	
  as	
  much	
  to	
  learn	
  
from	
  one	
  another	
  as	
  you	
  do	
  from	
  us.	
  

More	
  specifically,	
  participation	
  in	
  the	
  online	
  forums	
  held	
  as	
  part	
  of	
  this	
  class	
  is	
  
expected	
  and	
  graded.	
  The	
  instructors	
  will	
  assign	
  points	
  for	
  case	
  study	
  discussion	
  
for	
  both	
  quantity	
  and	
  quality.	
  Students	
  who	
  do	
  not	
  participate	
  in	
  the	
  forums	
  in	
  a	
  
regular	
  and	
  substantive	
  way	
  will	
  find	
  it	
  difficult	
  to	
  earn	
  a	
  top	
  grade	
  in	
  this	
  course.	
  

	
  
Grading Policy 
 

Grades	
  are	
  based	
  on	
  the	
  following	
  criteria:	
  
	
  
A	
   95-­‐100%	
  
A-­‐	
   90-­‐94%	
  
B+	
   87-­‐89%	
   	
  
B	
   83-­‐86%	
  
	
  

B-­‐	
   80-­‐82%	
  
C+	
  	
   77-­‐79%	
  
C	
   73-­‐76%	
  
C-­‐	
   70-­‐72%	
  
	
  

D+	
   67-­‐69%	
  
D	
   63-­‐67%	
  
D-­‐	
   60-­‐62%	
  
F	
   Below	
  60%	
  
	
  

	
  
Grades	
  will	
  be	
  based:	
  
	
   10%	
  Attendance	
  at	
  each	
  fact-­‐to-­‐face	
  (5%	
  for	
  each)	
  
	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  	
  30%	
  Individual	
  Forum	
  Postings	
  &	
  Forum	
  Participation	
  
	
   30%	
  Group	
  Submission,	
  case	
  analysis	
  &	
  summary	
  

	
  10%	
  Individual	
  Quiz	
  Results	
  
	
   20%	
  Individual	
  Final	
  Exam	
  
	
  
Graduate	
  credit	
  will	
  be	
  granted	
  for	
  a	
  class	
  grade	
  of	
  C	
  or	
  better,	
  however	
  a	
  class	
  
grade	
  below	
  B	
  is	
  cause	
  for	
  serious	
  concern.	
  	
  	
  
	
  
Grades	
  are	
  due	
  to	
  the	
  Registrar’s	
  Office	
  one	
  week	
  after	
  the	
  end	
  of	
  the	
  term.	
  
Students	
  will	
  find	
  official	
  grades	
  posted	
  in	
  ISIS	
  within	
  two	
  weeks	
  of	
  the	
  
completion	
  of	
  the	
  term.	
  If	
  at	
  this	
  time	
  you	
  do	
  not	
  see	
  your	
  grades	
  in	
  ISIS,	
  please	
  
contact	
  the	
  Division	
  at	
  503-­‐346-­‐0375.	
  	
  
	
  

Forum 
Postings: 
Individual 
Observations 
 

For	
  forum	
  postings:	
  These	
  should	
  be	
  a	
  thoughtful	
  reflection	
  on	
  the	
  questions	
  for	
  
that	
  week.	
  Good	
  participation	
  normally	
  requires	
  about	
  a	
  third	
  of	
  a	
  page	
  on	
  the	
  
website.	
  Please	
  start	
  a	
  new	
  thread	
  for	
  your	
  initial	
  posting	
  and	
  please	
  have	
  it	
  
completed	
  by	
  Thursday	
  of	
  the	
  week	
  it	
  is	
  due.	
  This	
  initial	
  posting	
  is	
  required	
  by	
  
this	
  time	
  to	
  receive	
  the	
  first	
  half	
  of	
  credit	
  for	
  the	
  weekly	
  forum	
  grade.	
  That	
  gives	
  
your	
  teammates	
  time	
  to	
  comment	
  on	
  your	
  submission.	
  	
  
	
  
For	
  comments	
  on	
  other	
  forum	
  postings;	
  as	
  the	
  submissions	
  are	
  posted	
  by	
  
Thursday,	
  this	
  gives	
  you	
  three	
  days	
  to	
  make	
  insightful	
  and	
  helpful	
  comments	
  to	
  
others.	
  These	
  comments	
  are	
  due	
  by	
  11:55pm	
  on	
  Sunday.	
  	
  This	
  second	
  posting	
  is	
  
required	
  by	
  this	
  time	
  to	
  receive	
  the	
  second	
  half	
  of	
  credit	
  for	
  the	
  weekly	
  forum	
  
grade.	
  
	
  



 
Submissions: 
Group Case 
Decisions  

This	
  course	
  incorporates	
  several	
  case	
  studies	
  that	
  provide	
  us	
  with	
  an	
  
opportunity	
  to	
  practice	
  management	
  skills	
  on	
  real	
  situations	
  in	
  a	
  simulated	
  
environment.	
  Each	
  case	
  study	
  will	
  be	
  presented	
  with	
  several	
  introductory	
  
questions	
  to	
  guide	
  the	
  initial	
  analysis.	
  	
  It	
  is	
  recommended	
  that	
  you	
  read	
  these	
  
questions	
  prior	
  to	
  reading	
  the	
  case	
  to	
  help	
  with	
  critical	
  thinking.	
  	
  These	
  questions	
  
can	
  be	
  found	
  in	
  the	
  assignments.	
  
	
  
You	
  will	
  be	
  assigned	
  to	
  a	
  Small	
  Group	
  Discussion	
  Forum.	
  	
  Except	
  for	
  the	
  two	
  face-­‐
to-­‐face	
  meetings,	
  all	
  the	
  discussions	
  will	
  occur	
  through	
  the	
  Sakai	
  online	
  platform.	
  
The	
  purpose	
  of	
  the	
  group	
  discussions	
  is	
  to	
  explore	
  the	
  case	
  study	
  assignments	
  
more	
  deeply	
  with	
  your	
  fellow	
  students.	
  Advanced	
  questions	
  will	
  be	
  posted	
  on	
  the	
  
forum	
  to	
  guide	
  your	
  group’s	
  discussion.	
  Participation	
  grades	
  will	
  be	
  based	
  on	
  
your	
  discussion	
  of	
  these	
  advanced	
  questions.	
  
	
  
Each	
  group	
  will	
  report	
  a	
  summary	
  of	
  the	
  weekly	
  discussion	
  to	
  the	
  class	
  as	
  a	
  
whole.	
  These	
  summaries	
  will	
  be	
  posted	
  to	
  the	
  Community	
  Forum	
  in	
  a	
  thread	
  
allocated	
  for	
  that	
  purpose.	
  The	
  person	
  who	
  will	
  do	
  this	
  will	
  be	
  designated	
  the	
  
rapporteur,	
  and	
  this	
  responsibility	
  will	
  rotate	
  through	
  the	
  small	
  group. 
	
  

Quizzes & 
Tests 
 

Online	
  quizzes	
  will	
  be	
  assigned	
  to	
  test	
  the	
  students	
  on	
  fundamental	
  principles	
  
within	
  the	
  textbook.	
  	
  There	
  are	
  a	
  total	
  of	
  two	
  (2)	
  quizzes	
  to	
  be	
  completed	
  
throughout	
  the	
  course.	
  	
  Deadline	
  to	
  complete	
  the	
  quizzes	
  are	
  found	
  in	
  the	
  “Tests	
  
&	
  Quizzes”	
  section	
  of	
  Sakai.	
  	
  The	
  quizzes	
  are	
  open-­‐book/open-­‐notes	
  and	
  will	
  
consist	
  of	
  multiple	
  choice	
  &	
  short-­‐answer	
  questions.	
  	
  Discussion	
  of	
  quiz	
  
questions	
  is	
  permitted	
  between	
  students.	
  Students	
  are	
  allowed	
  to	
  take	
  quizzes	
  
earlier	
  to	
  account	
  for	
  any	
  personal	
  scheduling	
  conflicts.	
  No	
  late	
  quizzes	
  will	
  be	
  
permitted	
  (unless	
  valid	
  rational	
  to	
  be	
  determined	
  by	
  the	
  professors).	
  
	
  
	
  

Final Exam The	
  final	
  exam	
  will	
  be	
  a	
  case	
  study	
  that	
  combines	
  many	
  of	
  the	
  elements	
  of	
  the	
  
course	
  together.	
  It	
  is	
  an	
  individual	
  effort.	
  While	
  you	
  can	
  discuss	
  it	
  with	
  others	
  in	
  
the	
  class,	
  your	
  final	
  submission	
  must	
  be	
  just	
  that:	
  your	
  individual	
  work	
  and	
  ideas.	
  
	
  

Copyright 
Information 
 

Every	
  reasonable	
  effort	
  has	
  been	
  made	
  to	
  protect	
  the	
  copyright	
  requirements	
  of	
  
materials	
  used	
  in	
  this	
  course.	
  	
  Class	
  participants	
  are	
  warned	
  not	
  to	
  copy,	
  audio,	
  
or	
  videotape	
  in	
  violation	
  of	
  copyright	
  laws.	
  Journal	
  articles	
  will	
  be	
  kept	
  on	
  
reserve	
  at	
  the	
  library	
  or	
  online	
  for	
  student	
  access.	
  Copyright	
  law	
  does	
  allow	
  for	
  
making	
  one	
  personal	
  copy	
  of	
  each	
  article	
  from	
  the	
  original	
  article.	
  This	
  limit	
  also	
  
applies	
  to	
  electronic	
  sources.	
  
	
  
To	
  comply	
  with	
  the	
  fair	
  use	
  fair	
  use	
  doctrine	
  of	
  the	
  US	
  copyright	
  law,	
  Sakai	
  
course	
  sites	
  close	
  three	
  weeks	
  after	
  grades	
  are	
  posted	
  with	
  the	
  Registrar.	
  Please	
  
be	
  sure	
  to	
  download	
  all	
  course	
  material	
  you	
  wish	
  to	
  keep	
  before	
  this	
  time.	
  
	
  

Syllabus 
Changes & 
Retention 
 

This	
  syllabus	
  is	
  not	
  to	
  be	
  considered	
  a	
  contract	
  between	
  the	
  student	
  and	
  the	
  
School	
  of	
  Medicine.	
  	
  It	
  is	
  recognized	
  that	
  changes	
  may	
  be	
  made	
  as	
  the	
  need	
  arises	
  
and	
  we	
  will	
  always	
  announce	
  any	
  changes	
  through	
  SAKAI	
  announcements.	
  
Students	
  are	
  responsible	
  for	
  keeping	
  a	
  copy	
  of	
  the	
  course	
  syllabus	
  for	
  their	
  
records.	
  HOWEVER	
  PLEASE	
  NOTE:	
  the	
  course	
  outline	
  posted	
  on	
  Sakai	
  will	
  have	
  the	
  



most	
  up	
  to	
  date	
  information.	
  
	
  

Student Access 
 

Our	
  program	
  is	
  committed	
  to	
  all	
  students	
  achieving	
  their	
  potential.	
  If	
  you	
  have	
  a	
  
disability	
  or	
  think	
  you	
  may	
  have	
  a	
  disability	
  (physical,	
  learning,	
  hearing,	
  vision,	
  
psychological)	
  which	
  may	
  need	
  a	
  reasonable	
  accommodation	
  please	
  contact	
  
Student	
  Access	
  at	
  (503)	
  494-­‐0082	
  or	
  e-­‐mail	
  at	
  studentaccess@ohsu.edu	
  to	
  
discuss	
  your	
  needs.	
  
	
  
You	
  can	
  also	
  find	
  more	
  information	
  here.	
  Because	
  accommodations	
  can	
  take	
  time	
  
to	
  implement,	
  it	
  is	
  important	
  to	
  have	
  this	
  discussion	
  as	
  soon	
  as	
  possible.	
  All	
  
information	
  regarding	
  a	
  student’s	
  disability	
  is	
  kept	
  in	
  accordance	
  with	
  relevant	
  
state	
  and	
  federal	
  laws.	
  
	
  

Inclement 
Weather Policy 
 

When	
  the	
  weather	
  forecaster	
  is	
  calling	
  for	
  ice	
  or	
  snow,	
  call	
  the	
  OHSU	
  Alert	
  Line,	
  
503	
  494-­‐9021,	
  for	
  information	
  regarding	
  weather	
  conditions	
  that	
  may	
  affect	
  
operations	
  at	
  OHSU.	
  If	
  classes	
  are	
  canceled	
  or	
  delayed,	
  residents	
  and	
  students	
  
who	
  have	
  patient	
  care	
  responsibilities	
  must	
  meet	
  those	
  obligations.	
  See	
  this	
  
website	
  for	
  details.	
  For	
  more	
  information	
  specific	
  to	
  the	
  Division,	
  please	
  visit	
  our	
  
website.	
  	
  
	
  

Academic 
Honesty 
 

Course	
  participants	
  are	
  expected	
  to	
  maintain	
  academic	
  honesty	
  in	
  their	
  course	
  
work.	
  Participants	
  should	
  refrain	
  from	
  seeking	
  past	
  published	
  solutions	
  to	
  any	
  
assignments.	
  Literature	
  and	
  resources	
  (including	
  Internet	
  resources)	
  employed	
  
in	
  fulfilling	
  assignments	
  must	
  be	
  cited.	
  More	
  information	
  can	
  be	
  found	
  online	
  
here.	
  	
  
	
  
In	
  an	
  effort	
  to	
  uphold	
  the	
  principles	
  and	
  practice	
  of	
  academic	
  honesty,	
  faculty	
  
members	
  at	
  OHSU	
  may	
  use	
  originality	
  checking	
  systems	
  such	
  as	
  Turnitin	
  to	
  
compare	
  a	
  student’s	
  submitted	
  work	
  against	
  multiple	
  sources.	
  More	
  information	
  
about	
  Turnitin	
  and	
  plagiarism	
  can	
  be	
  found	
  online	
  through	
  OHSU’s	
  Teaching	
  &	
  
Learning	
  Center.	
  	
  
	
  

Use of Sakai 
 

This	
  course	
  will	
  have	
  an	
  online	
  component,	
  which	
  can	
  be	
  accessed	
  through	
  Sakai,	
  
OHSU’s	
  online	
  course	
  management	
  system.	
  For	
  any	
  technical	
  questions	
  or	
  if	
  you	
  
need	
  help	
  logging	
  in,	
  please	
  contact	
  the	
  Sakai	
  Help	
  Desk.	
  
	
  
Hours:	
  	
  Sakai	
  Help	
  Desk	
  	
  	
  	
  	
  	
  	
  	
  Mon	
  –	
  Fri,	
  8	
  am	
  –	
  10	
  pm	
  	
  	
  	
  	
  	
  	
  	
  Weekends	
  12	
  pm	
  –	
  5	
  pm	
  
	
  
Contact	
  Information:	
  	
  	
  	
  (Local)	
  503-­‐494-­‐7074	
  	
  	
  	
  	
  	
  (Toll-­‐free)	
  877-­‐972-­‐5249	
  	
  
email	
  sakai@ohsu.edu	
  
	
  
Please	
  remember,	
  Sakai	
  course	
  sites	
  close	
  three	
  weeks	
  after	
  grades	
  are	
  posted	
  
with	
  the	
  Registrar.	
  Please	
  be	
  sure	
  to	
  download	
  all	
  course	
  material	
  you	
  wish	
  to	
  
keep	
  before	
  this	
  time.	
  

 	
  
 


