
Collaborative Aotearoa
Health Care Home Model Of Care

What’s in it for Whānau, Community and 
General Practice?



Our Vision and Mission



The Health Care Home Program



The Enhanced Model of Care



The Building Blocks Model 



The Patient Journey



Domain Overview

Urgent and Unplanned Care

Clinical/Phone Triage

Same Day Access

Patient Wait Time

Routine and Preventative Care

Fully functional patient portal. 

Continuity of care.

Pre-work is routinely utilized

Huddles and Visual boards

Proactive Care

Pre-work is routinely utilized.

Practice identifies patients with complex 

needs in a systematic way.

Collaborative Care plans.

Sustainability/LEAN

Working Lean.

Continuous Quality Improvement.

Working top of their scope.

Every where, every day, everyone



What does good look like?

• I have enough time in my day to do all 
my tasks.

• I can go home on time.
• I am working to top of scope.
• I feel supported and part of a team.
• I feel respected and valued.
• I am using my time effectively.
• I feel like I am doing the best for our 

patients and community. 

• I feel valued and cared for.
• I feel like I am treated like a whole 

person.  My family and community 
needs are taken into account.

• I can chose when and where to 
consult with my GP practice.

• I can access primary care easily.  
• I can use technology e.g. the portal 

to make appointments, look at my 
records, order repeat prescriptions.

• There are different appointment 
lengths that suit my needs.

• I can see the same health 
professional and team regularly.

• I am able to contribute to business 
improvements.  I feel heard.

• The practice model is sustainable and 
profitable.

• The business can invest in its 
workforce.

• The practice works closely with the 
community to improve.

• Quality improvement is embedded in 
our workforce culture.  Everybody can 
make things better every day.

• We love where we work.



Challenges

• System capacity and overload

• Workforce

- Lack of GPs, and Nurses

- Growing demand and complexity

- Fatigue, exhaustion from capacity issues and increased demand

- Pay Parity, Locum recruitment and costs

• The continually changing landscape of Healthcare – Government, Health 

Reforms, Localities

• Unenrolled population, closed books, wait times

• Perceived workload of the HCH model of care and Team Buy in



Domain: Sustainability and LEAN



The what and why of Kaizen (Lean)?

• A business culture characterised by the
endless pursuit of the elimination of
waste

• Comes from the Toyota Production 
system

• Continuous improvement
• Respect for people

‘Everything can be improved’  

Clarence W Barron



The LEAN Aims and Why

• Eliminate waste – releases time

• Reduce Unevenness (Variability) - releases

time, support change, provides consistent

customer experience (and meets expectations),

reduces stress and crisis...

• Solve Problems / Improve and standardize

processes

Deep and thoughtful planning, quick execution!

KAI ZEN

Change Good
(for the 

better)

Everybody

Every day

Everywhere



Using LEAN to Implement Sustainable Change

• LEAN/Kaizen – small, incremental Improvements, reduction 
of waste

• Culture Shift – empowered, growth mindset, improvement 
culture 

• Change for the better (and know why)

• What problem are you trying to solve? (Root Cause 
Analysis)

• Multitasking is a myth



LEAN Leadership



Examples of Waste

value-added

Defects/

rework

Inventory/

WIP

Over-

processing

Waiting

Motion

Transportation

Over-

production

Patient travel time

Patients waiting for Appts

Corridor pacing

Out of date Stock

Double booked 

patients

Scripts
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Define the problem Root cause

SolutionsVerify

PLAN

ADJUST CHECK

DO

Who was involved / affected?

Where did it happen?

How did it happen – sequence of events?
Ask 5 x Why?

What is REALLY causing this?

What will it look like when it has been 

fixed?

How can we fix the ROOT CAUSE?

Who needs to do what when?
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What happened? Speak with data.

Why did it happen & why is it an issue?

When did it happen? Has it happened before & how often?

Structured Problem Solving



Change Management - ADKAR



Domain: Urgent and Unplanned Care
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Domain: Routine and Preventative Care

Huddles and Visual boards



Domain: Proactive Care



Final Messages



Contact Details

Petria Falconer (she/her) | Change Lead – Health Care Home and Digital 
Health
Collaborative Aotearoa

Ph. +64 (0) 21 541597 
petria.falconer@collab.org.nz
www.healthcarehome.org.nz

Building an equitable future, through transforming health and wellbeing 
outcomes every day, to ensure whānau flourish.

mailto:petria.falconer@collab.org.nz

	Slide 1:        Collaborative Aotearoa 
	Slide 2: Our Vision and Mission
	Slide 3: The Health Care Home Program
	Slide 4: The Enhanced Model of Care
	Slide 5: The Building Blocks Model 
	Slide 6: The Patient Journey
	Slide 7: Domain Overview
	Slide 8: What does good look like?
	Slide 9: Challenges
	Slide 10: Domain: Sustainability and LEAN
	Slide 11: The what and why of Kaizen (Lean)?
	Slide 12: The LEAN Aims and Why
	Slide 13: Using LEAN to Implement Sustainable Change
	Slide 14: LEAN Leadership
	Slide 15: Examples of Waste
	Slide 16: Structured Problem Solving
	Slide 17: Change Management - ADKAR
	Slide 18: Domain: Urgent and Unplanned Care
	Slide 19
	Slide 20: Domain: Routine and Preventative Care
	Slide 21: Domain: Proactive Care
	Slide 22: Final Messages
	Slide 23: Contact Details

