Root Cause Analysis (RCA) 5 Whys Tool
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Department/Area:
Initiator:

Issue/General Information :



Date:
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Occurrences:

Why #1:



Why #2:

Why #3:



Why #4:

Why #5:



Temporary Countermeasure:

1.

Final Countermeasure:

Ask WHY a final time:

Read backwards after completion. Does the analysis make sense?

Circle One:
Yes
No
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5 Why’s Analysis ‐ Example
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	Department/Area: Food Service/Nutrition
	Initiator: Mike
	Occurrences:
	Date: 9/12/13

	Issue/General Information:
	
	
	

	Multiple menus are placed in the window at once time several times a day,
	>5 tickets placed in window/6 times a day/during 8 hour diet

	depending on who is working in the office. This results in delays in the food
	aide shift.

	preparation and food delivery, increasing overall delivery time to patient room
	
	
	

	from start to finish.
	
	
	
	

	
	
	

	Why #1:
	
	Why #2:

	Diet Aide is having to leave the office to setup a comfort cart, causing the phoned
	Diet Aide is having to call staff to cover a shift when

	in messages to pile up.
	
	someone calls in sick, leaving the phone messages for later

	
	
	

	Why #3:
	
	Why #4:

	Diet Aides are following different standards/processes. Some stagger the taking of
	Other people in the diet office, which distracts the Diet Aide.

	messages, and some do them all at once.
	
	
	
	

	
	
	

	Why #5:
	
	Temporary Countermeasure(s):

	Break times are not always covered.
	
	1.
	Standardize Diet Aide methods for answering messages.

	
	
	2.
	Limit distractions in food nutrition office

	
	
	3.
	Designate area for comfort carts to be setup and assign

	
	
	
	delivery person.

	
	
	4.
	Reassign breaks during non‐peak times.
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Final Countermeasure:

Work with staff to standardize process based on timeliness and accuracy. Train all staff to new standards. Establish a routine “going to the gemba” for supervisory staff to follow every week to ensure compliance to the new process. Obtain and track food delivery related patient satisfaction scores, and complete a root cause analysis with staff on low scores.

Ask WHY a final time: Why do the Diet Aides perform a different process? Were they trained differently? Is the standard operating procedure current? Is the process simple and straightforward, or have we made it to complicated?

Read backwards after completion. Does the analysis make sense?


Circle One:
Yes
No


