
Assignment. 2
Part 1. 
Defining the process and measures.

[bookmark: _GoBack]The process that I have chosen is a Medical Process, whereby in a Laboratory, tests are run, providing services to multiple customers and patients, Doctors, Pathologists, technicians and Scientists.  
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This SIPOC which stands for – Suppliers, Inputs, Process, Outcomes and Customers.
The main suppliers – Nicoh, IT and Head Office, which provides a high quality product.
Head office decides the what services and products that to be used in the Lab.
Head Office also hires staff, and decides and provides the environment where the product is manufactured. Employer is also responsible for providing an ideal working environment which meets Workplace Health and Safety laws. Employer is responsible for negotiating service, quality and price. Information provided by the employer is important for the product to be processed and conveyed to the customer.

The inputs are staff from Lab assistants, scientists, Clerical staff, technicians and Pathologists. Staff are also required to provide high quality service which includes, accounts, marketing, couriers, Human resources, maintenance and IT. Suppliers also maintain the equipment used in the analysis and processing of samples. Bear in mind without the resources, doctors, and patient sample that are required to process the specimen –there would not be a service. 
The outputs are the reports of the specimens and correct results determines suitable treatment and management of the patient. To accomplish these outputs ideal results are essential in order to ensure ongoing sustainability and productivity of the service. Customer retention and satisfaction are part and parcel if this service. When doctors –which is the customers are happy with the service, chances are they will use it again.




The report of the specimen is the main “tangible” output and correct results are essential for appropriate treatment and management of the patient. To accomplish this output ideal outcomes are necessary in order to ensure ongoing productivity and sustainability of the service. These include customer satisfaction and retention. If the customer, that is the referring doctor, is happy with the result and processing time then he is more likely to use the service again. The Histology Department, is reliant of on laboratory staff outside the department to ensure the sample is delivered within a certain timeframe to achieve optimal customer satisfaction.









