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APPENDIX C: SURVEY INSTRUMENT 

Lean Deployment in US Hospital Emergency Departments 

Project Title: Lean Management Deployment In US Hospital Emergency Departments 

Principal Investigator: Larry Menor, Ivey Business School, Western University (Canada) 

Letter of Information 

1. Invitation to Participate 

You are being invited to participate in a research study to better understand the institutional and 

individual capabilities that underpin the productive deployment of Lean Management in US Hospital 

Emergency Departments. As you are a panel member of Qualtrics who is a nurse in an emergency 

department at a US hospital who has participated in a Lean Management initiative you are qualified to 

participate. 

2. Purpose of the Letter 

The purpose of this letter is to provide you with information required for you to make an informed 

decision regarding participation in this research. 

3. Purpose of this Survey 

The purpose of the survey is to better understand the institutional and individual capabilities that 

underpin the productive deployment of Lean Management through the collection of perspectives from 

informed respondents. 

4. Inclusion Criteria  

You can participate in the study if you have participated in a Lean Management initiative in an 

emergency department at a US hospital. 

5. Survey Procedures  

The online survey will ask you to evaluate aspects of institutional and individual dimensions of the 

hospital. The online survey will take around 20 minutes to complete. The types of questions will 

primarily ask for your degree of agreement with statements like: 

“Lean-based initiatives in our department focus on the most critical problems”, or 

“The organization’s senior leaders assume responsibility for lean-based performance improvements”. 

You will be asked to provide the name of your hospital and its location. This information will be used to 

cross reference with Center for Medicare and Medicaid Services data on hospital performance, but no 

individual information will be collected. 
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6. Possible Risks and Harms 

There are no known or anticipated risks or discomforts associated with participating in this study. Your 

identity is not provided to researchers with your responses and thus your identity is anonymous. 

7. Possible Benefits 

You may not directly benefit from participating in this study. However, information gathered may 

provide a better theoretical understanding and improve managerial deployment of Lean Management. 

8. Compensation 

For your participation, you will be paid in accordance with your agreement with Qualtrics. It is estimated 

at $20-$50 depending on length of survey and qualifying rates. 

9. Voluntary Participation  

Participation in this study is voluntary. You may refuse to participate, refuse to answer any questions or 

withdraw from the study at any time. If you withdraw from the study after commencing it, all data 

collected from your responses will be disposed of by Qualtrics and will not be forwarded to the 

researchers. 

10. Confidentiality 

All of the data is collected and analyzed in a completely anonymous form. Any information that could 

identify you will be removed from your questionnaire, and you will not be asked to include your name or 

other identifying information on your survey other than the US hospital where you experienced a Lean 

Management initiative and some basic demographic information. The records will be stored securely in 

a locked office at Western University for five years. The final research report will only discuss summaries 

of the responses to the questionnaires. You will not be identified in anyway in the report. 

11. Contacts for Further Information 

If you have any questions about your rights as a research participant or the conduct of this study, you 

may contact The Office of Research Ethics. Should you have any questions or concerns regarding this 

survey, please contact the researchers, Larry Menor or David Barrett. 

12. Publication 

If the results of the study are published, your name will not be used. If you would like to receive a copy 

of any potential study results, please contact David Barrett. 

13. Consent 

Completion of the online survey is indication of your consent to participate in this research study. 

Information collected from this survey will not be used for purposes other than the study of Lean 

Management in US hospitals. 
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Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department’s lean management initiatives 

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

Employees are provided with 

ongoing training on problem solving 

techniques 

�  �  �  �  �  

We provide training in the basic 

statistical techniques (such as 

histograms and control charts) on an 

ongoing basis 

�  �  �  �  �  

We provide ongoing training on 

project management tools and 

techniques to employees 

�  �  �  �  �  

We have enough lean-based training 

to do our jobs well on lean-based 

initiatives 

�  �  �  �  �  

Ongoing training in conflict 

resolution is given to managers and 

supervisors 

�  �  �  �  �  

Employees are cross-trained in this 

department so that they can fill in 

for others if necessary 

�  �  �  �  �  
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Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department's lean management initiatives 

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

The organization’s senior leaders 

have demonstrated the ability to set 

and communicate organizational 

goals for lean-based programs 

�  �  �  �  �  

The organization’s senior leaders 

assume responsibility for lean-based 

performance improvements 

�  �  �  �  �  

The organization’s senior leaders 

visibly demonstrate personal 

commitment to lean-based 

improvement on a consistent basis 

�  �  �  �  �  

Our organization’s senior leaders do 

not inspire employees to contribute 

to lean-based initiatives 

�  �  �  �  �  

Our organization’s senior leaders 

create and communicate a vision 

focused on lean-based improvement 

�  �  �  �  �  

The organization’s goals, objectives 

and strategies are communicated to 

me by senior leaders 

�  �  �  �  �  

The long-run competitive strategy of 

my organization has been 

communicated to me by senior 

leaders 

�  �  �  �  �  

We see our organization’s senior 

leaders at the front-line of service 

delivery on a regular basis 

�  �  �  �  �  

The organization’s senior leaders are 

committed to employee lean-based 

improvement training 

�  �  �  �  �  
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Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department's lean management initiatives  

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

Our direct supervisor(s) empower as 

opposed to direct us on lean-based 

activities 

�  �  �  �  �  

Our direct supervisor(s) listens to our 

problems and concerns 
�  �  �  �  �  

Our direct supervisor(s) gives fair 

evaluations of our work 
�  �  �  �  �  

The organization’s supervisors 

encourage people who work for 

them to exchange opinions and ideas 

�  �  �  �  �  

The public's political views and 

attitudes towards our industry is in 

flux 

�  �  �  �  �  

The organization’s front-line 

supervisors regularly provide lean-

based coaching 

�  �  �  �  �  

The organization’s supervisors 

frequently hold group meetings 

where the people who work for them 

can really discuss things together 

�  �  �  �  �  

Our front-line supervisors are more 

likely to tell us something face-to-

face than to send a memo 

�  �  �  �  �  

Front-line supervisors create a safe 

environment for discussing any work 

related issues 

�  �  �  �  �  
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Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department's lean management initiatives 

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

Our department rewards group 

sharing and team performance as 

opposed to individual performance 

�  �  �  �  �  

Our department’s incentive systems 

reward employee involvement and 

development in lean-based initiatives 

�  �  �  �  �  

Employees are not laid-off, right-

sized or fired as a result of lean-

based initiatives in our department 

�  �  �  �  �  

Continuous improvement is stressed 

in all work processes throughout our 

department 

�  �  �  �  �  

Our department’s members are 

willing to challenge each other`s 

thinking about their processes 

�  �  �  �  �  

Our department’s supervisors are 

incented and rewarded for lean-

based improvement 

�  �  �  �  �  
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Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department's lean management initiatives 

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

Our organization believes that 

employee learning is an investment, 

not an expense 

�  �  �  �  �  

Stories about lean-based 

improvement accomplishments of 

past employees are often told within 

the organization 

�  �  �  �  �  

Front-line employees do not believe 

there is a strong commitment to 

continuous improvement at all levels 

of this organization 

�  �  �  �  �  

Sayings that embody organizational 

wisdom about process improvement 

are often told within the organization 

�  �  �  �  �  

Our organization values its customers’ 

needs above all others 
�  �  �  �  �  

Our organizations believes that 

employee teams should try and solve 

their own problems through their own 

improvement efforts 

�  �  �  �  �  

In our organization it is understood 

that we can do almost anything we 

want without consulting our direct 

supervisor(s) 

�  �  �  �  �  

Our organization believes in 

continuing the search for additional 

learning and further improvements 

even after the installation of new 

process 

�  �  �  �  �  

Our organization is driven by a belief 

in the processes and not by a belief in 

the experts 

�  �  �  �  �  
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Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department's lean management initiatives 

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

Detailed execution plans are created 

for each designed lean-based solution 
�  �  �  �  �  

Lean-base project teams review all 

potential alternatives to solving a 

problem before selecting a solution to 

execute 

�  �  �  �  �  

Our organization always uses the 

same problem solving structured 

methodology as a consistent 

framework for lean-based projects 

�  �  �  �  �  

Commitment to project objectives is 

obtained from every member of a 

lean-based project team to ensure 

that goal alignment occurs 

�  �  �  �  �  

We use charts to determine whether 

the implementations of the processes 

of our lean-based initiatives are in 

control 

�  �  �  �  �  

Our organization commits 

appropriate resources for the 

execution of lean-based projects 

�  �  �  �  �  
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Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department's lean management initiatives 

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

The deployment of lean-based 

initiatives has reduced process 

variability in our department over the 

past 3 years 

�  �  �  �  �  

The lean-based initiatives in our 

department have been effective at 

enhancing the proportion of value-

adding activities of work efforts 

�  �  �  �  �  

The lean-based initiatives in our 

department have been effective at 

enhancing the productivity of work 

flows 

�  �  �  �  �  

The deployment of lean-based 

initiatives has improved the quality of 

our department`s products and 

services over the past 3 years 

�  �  �  �  �  

The relentless lean-based efforts in 

our department deliver value for 

customers (internal and/or external) 

and the firm 

�  �  �  �  �  

Lean-based initiatives in our 

department focus on the most critical 

problems 

�  �  �  �  �  

Facts are an influential component in 

the development of lean-based 

improvements in our department 

�  �  �  �  �  

Our department's diffusion of lean-

based learnings to other 

departments has resulted in 

accelerated learning within the 

organization 

�  �  �  �  �  

The deployment of lean-based 

initiatives has increased the speed of 

our department's product and 

service delivery over the past 3 years 

�  �  �  �  �  
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Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department's lean management initiatives 

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

The overall demand levels for our 

organization's products and services 

are unknown 

�  �  �  �  �  

The competition for our 

organization's supply of skilled 

resources is unknown 

�  �  �  �  �  

The amount of competition for our 

organization's customers is 

constantly changing 

�  �  �  �  �  

Government regulations controlling 

our industry are unstable 
�  �  �  �  �  

The diversity and technical intricacy 

of our product and services is always 

changing 

�  �  �  �  �  

The organization’s senior leaders 

assume responsibility for lean-based 

performance improvements 

�  �  �  �  �  

The amount of instability or 

turbulence in the industry is high 
�  �  �  �  �  

Consumer needs and preferences for 

products and services offered by our 

organization are changing 

�  �  �  �  �  

 

 

  



Ph. D. Thesis In Operations Management  David Barrett  

282 | P a g e  

 

Please indicate the extent to which you agree or disagree with the following statements as they pertain 

to your hospital emergency department's lean management initiatives 

 Strongly 

Disagree 

Disagree Neither 

Agree nor 

Disagree 

Agree Strongly 

Agree 

Our lean-based initiatives have 

resulted in greater overall customer 

satisfaction with our products and 

services 

�  �  �  �  �  

Our lean-based initiatives have 

resulted in more fulfilling experiences 

for our customers 

�  �  �  �  �  

Our customers seem happier with our 

responsiveness to their problems as a 

result of our lean-based initiatives 

�  �  �  �  �  

Our lean-based initiatives have 

resulted in improved access to our 

products and services for our 

customers 

�  �  �  �  �  

Our lean-based initiatives have 

resulted in improvements in quality 

outcomes for our customers 

�  �  �  �  �  

Our lean-based initiatives have 

resulted in lower overall costs for our 

customers 

�  �  �  �  �  

Employee morale has improved as a 

result of the lean-based initiatives in 

the organization 

�  �  �  �  �  

Our lean-based initiatives have 

enhanced the long-run level of 

profitability of our organization 

�  �  �  �  �  

Our lean-based initiatives have 

enhanced the competitiveness of our 

organization 

�  �  �  �  �  

 

 

  



Ph. D. Thesis In Operations Management  David Barrett  

283 | P a g e  

 

Please answer the following questions in regard to your hospital emergency department and your 

personal professional background and experience 

The emergency department's level of technical sophistication is: 

� Well Below Average 

� Below Average 

� Average 

� Above Average 

� Well Above Average 

 

Lean-based initiatives have been in place in my department for: 

� less than one year 

� more than one year but less than two years 

� more than two years but less than three years 

� more than three years but less than four years 

� more than four years 

 

I have been a professional nurse for: 

� less than three years 

� more than three years but less than six years 

� more than six years but less than ten years 

� more than ten years but less than fifteen years 

� more than fifteen years 

 

I have worked in this organization for: 

� less than one year 

� more than one year but less than three years 

� more than three years but less than six years 

� more than six years but less than ten years 

� more than ten years 

 

My age is: 

� younger than 25 

� 25 to 34 

� 35 to 44 

� 45 to 54 

� 55 or older 
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