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The CCU Bottleneck:

The specialty review process requires a medical
specialist to review a complaint prior to the CCU
referring the case for investigation.

During 2008/09, the CCU sent 1, 927 cases to medical
specialists for review.

Of the 1,927, only 348 (18%) were referred to
investigation or prosecution.

Of the 348, 48 (14%) took longer than six months for
the medical specialist review.

Although the data used for the above analysis is a few
years old, overall complaint statistics between fiscal
years 2008-09 and 2010-11 compare favorably.
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Complaint cases may not be
adequately prioritized.

While the CCU uses five high priority urgent codes (U1 — U5), only
one type (U1) of quality of care complaint is tagged as high priority
while waiting for medical specialist review assignment. Only folders
with the most urgent quality of care cases waiting for a medical
specialist review receive a priority red tag. (U1 only)

According to the CCU, other high priority/urgent complaint cases
(U3 for example) may not be tagged. As a result, urgent cases may
be waiting with non-urgent cases for medical specialist review
assignment and not receive prioritized handling.

Examples of urgent quality of care complaints that are not U1:
— Excessive prescribing (U3)
— Sexual misconduct (U4)

The CCU may want to flag all urgent cases awaiting a medical
specialist assignment to ensure all urgent complaints receive
prioritized handling over non-urgent cases.
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Complaint cases may not be assigned in a timely fashion

to a medical specialist.

According to CCU data from 2008/09 showing the average

days to assign a case to a medical specialist, some take
more than 60 days.

In many of the cases where the specialty review process
takes more than 60 days to complete, the majority of the
time the case sits on the CCU shelf longer than the medical
specialist takes to review it. (Newer data from the current
fiscal year shows cases may be spending less time waiting
on the CCU shelf.)

- With a better prioritization system, the CCU may be able to

get higher priority cases out to medical specialists in less
time. |

The CCU should also explore whether the number of
medical specialists are sufficient and recruit if necessary.
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Medical specialists may have the cases
too long

* CCU data reveals the process takes between 14 —
45 days.

* The CCU Overdue Cases report identifies cases
that are 15 days overdue after a medical
consultant had the case for the 30 days allowed
by the reporting system. The CCU begins to track
overdue cases after they have been with the
consultant for at least 45 days. (30+15)

 The CCU may want to revise medical specialist
contracts or follow-up more frequently to try and
reduce the medical specialist delay.
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CCU tracking reports are missing prioritization
information.

* The CCU prints an overdue report to monitor
all cases that are waiting a medical specialist
assignment.

* The report lists all urgent/non-urgent cases in
date order.

* The report does not show the urgency level of
outstanding cases. As a result, non-urgent
cases may be getting assighed ahead of more
urgent cases.
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