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About London CG



We are a Management Consulting Firm.

Our goal is to make your business more profitable. 
We assess, design and implement the business solutions your company requires to achieve
Operational Excellence. 

We work in strategy, operations, technology and human resources to achieve your goals. 
In exchange you will achieve higher financial performance. 

www.londoncg.com

The Right Opportunity to Grow Your Business



SOLUTIONS
Over 30 years of expertise

and international presence.

WARANTY
A full payback of your

investment

EXECUTION
Turnkey solutions with
Change Management 

procedures

CONTINUITY
Performance management

for continuous
improvement

Why Us?
(According to our Customers)



North America

Central America

South America

Caribbean

Europe

+ 30 
years

(experience)

25  
countries

(operations)

300+
consultants

(team)

15 +
industries
(methodology)

+ 200
customers

(solutions)

2X
ROI

(results)

Our Journey So Far…



Value Proposition
Corporate Business Solutions and Capabilities Deployed by LCG

Capital Growth and 
Business Transformation 

• Strategic Planning

• Busines Management 
Solutions

• Process Optimization

• Performance Management

• Digital Solutions

• Digital Transformation

• Data Automation

• Change Management

• Skills Development



Pre-Assessment
(1 week - Optional)

Aseessment
(3-6 weeks)

Implementation
(5-8 months)

Continuity
(3,6,12 months)

PDx DX PX AX

Methodology
Path to Transformation



Our
Experience



Agrobusiness

Pharmaceutical and 
Medical

Chemicals

Automotive

Manufacturing

Retail

Consumer Goods

Media and 
Entertainment

Health

Construction and 
Real Estate

Metals and Mining

Financial Services

Energy

Oil and Natural Gas

Transportation, 
Travel and Tourism

Education

Industrial   Services

Telecommunications

Industries We Serve



Multinational Customers



Customers in Puerto Rico



Customers in Puerto Rico



Customers in Healthcare

Puerto Rico Puerto Rico Puerto Rico Puerto Rico

Puerto Rico Puerto Rico Puerto Rico Puerto Rico Dominican Republic

Panama Chile Chile

Nicaragua

Ecuador

Paraguay

Puerto Rico

Peru

Puerto Rico

EcuadorChile

Peru



Case Study
Emergency Room



Comprehensive Approach

<< Business Transformation >>

Training & Coaching
Change Awareness

Development of Management Skills

Adoption of Best Practices
Streamline Business Process Identify KPI'S and ratios by area

Accountability and Reporting by Level
Governance Model

Based upon the findings of the diagnosis and the current state of the processes, we will design a custom-made solution to address the 
problems.
Our methodology consists of 3 Pilars that will sustain the effectiveness and the long term continuity of the best practices implemented, in 
addition to a more competitive organizational mindset.



Goals:  To Reduce TAT, Improve and implement the Triage and Fast Track Process, Increase staff 
productivity and Reduce LAMA´s

Patient 
Categorization and 

Capacity Plan

Demand
Planning

Staff Productivity Active Supervision

Process Optimization and Productivity Project
Emergency Room

Initiatives

Support 
Programs

Patient Check in & 
Triage

Change Management

Business Performance Management

Governance Model



• Analysis of historical demand by day, shift and type of patient, as well 
as productivity.

• Criteria for development of the Capacity Plan tool.

• Definition and training on the standard typology  (LWS, LWBS and 
LAMA).

• Capacity and productivity analysis by CSI with scheduled hours, 
patient categorization and resource allocation. (Physicians and 
Nursing)

• TAT Impact on Service Level  (Arrival – Patient discharge)

CATEGORIZATION AND 

CAPACITY PLAN 

MDICAL STAFF 
PRODCUTIVITY

DEMAND 
PLANNING 

Demand Planning

Process Optimization and Productivity Project
Emergency Room
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• Design of the Categorization Model and its elements in order to 
define the correct diagnosis by the Triage staff.

• Design and implementation of the Capacity Plan and Resource 
Allocation (Hours needed by position ).

• Projection of annual budget of Physician  hours and Nursing hours for 
2020 for each of the 4 ERs.

• Identification of workloads, analysis of Activity Lists and use of the 
R.E.T.A methodology

CATEGORIZATION AND 
CAPACITY PLAN 

MDICAL STAFF 
PRODCUTIVITY

DEMAND 
PLANNING

DE Patient Categorization and Capacity Plan

Process Optimization and Productivity Project
Emergency Room



CATEGORIZATION AND 
CAPACITY PLAN 

MDICAL STAFF 
PRODCUTIVITY

DEMAND 
PLANNING

DE

• Implementation of the automating and digitizing the pre-registration 
stage, capturing the actual arrival time of patients and identifying 
LWS dropouts. (kiosk)

• Design and implementation of the patient reception and registration 
process, in order to reduce TAT and follow-up of patients, as well as 
the correct use of the kiosk.

• Design and training of the Check-in Patient Care Model in order to 
standardized  the execution of the process in ERs

• Design and training of the Triage Patient Care Model in order to 
standardized  the execution of the process in ERs

Patient Check in & Triage

Process Optimization and Productivity Project
Emergency Room



Staff Productivity, Fast Track Model

• Design and training of the Staff to provide timely follow-up to the 
patient based on their categorization and waiting time per 
process. (Head Nurse - Active Supervision - Fast Track)

• Review and implementation of hours of service by physician and 
nursing

• Design and implementation of the Fast Track Model.

• Implementation and monitoring of the Fast Track Model to 
quickly attend to non-urgent cases and streamline the flow of 
patients in periods of high demand.

CATEGORIZATION AND 
CAPACITY PLAN 

MDICAL STAFF 
PRODCUTIVITY

DEMAND 
PLANNING

DE

Process Optimization and Productivity Project
Emergency Room



Results:

CATEGORIZATION AND 
CAPACITY PLAN 

MDICAL STAFF 
PRODCUTIVITY

DEMAND 
PLANNING

DE

Process Optimization and Productivity Project
Emergency Room

Physician Productivity 35%

Nursing Productivity 17%

OTIF Laboratory 98%

TAT 17%

2.14 patients per hour

6.30 patients per shift

From 85%

Reduction in 29 minutes



Process Optimization and Productivity Project
Emergency Room



Case Study
Patient Journey (Clinics)



Nursing & Physician 
Productivity

Scheduling Organizational 
Chart and Capacity 

Plan 

Active Supervision

Process Optimization and Productivity Project
Patient Journey (Clinics)

Initiatives

Support 
Programs

Ancillary Services 
and Billing

Change Management

Business Performance Management

Governance Model

Goals:  Improve end to end Patient Journey Process (scheduling to discharge), Increase Staff 
productivity.



Scheduling

Increase the number of 

scheduled encounters 

by reducing 

cancellations and no 

shows

.

GOALS

CHANGE IN IVR’S M
APPING

54%
increase in ticket 
resolutions 

4K unsolved tickets per month removed from the call 

center 

100% tickets are solved within 24 hours

80% service tickets solved inhouse

NEW CONFIRMATION P
ROCESS

Implementation of confirmation calls 1-2 days before appointment

“Last chance  call” 30 min before appointment if the patient has not shown in clinic.

Definition of Rescheduling appointments process

Offer reschedules to avoid encounter cancelations

Categorize type of reschedules

3% points 

increase in 
encounter 
retention

DECREASED NO S
HOWS

39%
Reduction of No 
Shows

Supervisor daily routine implementation

Feedback meetings and operations meetings

RESCHEDULE PR
OCESS

Process Optimization and Productivity Project
Patient Journey (Clinics)



Nursing and Physician Productivity

Process Optimization and Productivity Project
Patient Journey (Clinics)

Increase nursing and  

medical productivity

Reduce patient waiting 

times

.

GOALS

DIGITAL NURSE F
ORMS

18 pre-defined questionnaires

Patient starts filling in specific sections in advance 

PREDEFINED SYMPTOMS FO
RMS

TRACKING OF 
PATIENT FLOW

BOOSTING 
PRODUCTIVITY

7 status to track patient along the medical journey

Reduction in waiting time before Physician’s encounter

Reducing nursing time by implementing digital questionaries forms

45%  
time 
optimization

35%  
time 
optimization

Selection of most common health conditions

Definition of regular symptoms 

11% waiting 

time reduction
41%  productivity 

increase



Ancillary Services

Process Optimization and Productivity Project
Patient Journey (Clinics)

Increase nursing 

technical specialists 

productivity

Reduce patient waiting 

times

.

GOALS

IMPROVED IMAGING
SERVICE TIME

Training staff in system’s functions

Better resource allocation

INCREASED SCHEDULED AP
POINTMENTS

IMPROVED LAB TAT

INVENTORY CONTROL

49%  time 

improvement

Cleared tracking status for patients since check in

Nursing staff reassignment and redistribution of 

activities.

33% improvement in processing times

54%  time 

reduction

3%  points 

reduction in No 
Shows

Implement appointment confirmation process

Assign specific staff for imaging

Establish feedback meeting with client service

Weekly cycle counts per pharmacy 

Random ndcs tested weekly to cover all inventory

Centralized visibility of all pharmacies’ inventory

20% 
reliability 
increase

INCREASE PHARMACY OP
ERATIONS

60%
Faster delivery 
times

Categorization of Rx by priority

Redesigning of technicians and pharmacist schedules

Supervision routines implemented  in all pharmacies



Billing

Process Optimization and Productivity Project
Patient Journey (Clinics)

Improve billing cycle 

time

Increase Billing 

department’s 

productivity

.

GOALS

PROVIDER REGISTER CY
CLE

Redefinition of register process

Mapping and digitalization of  Provider’s registry process

BI reports for automated updates 

Reduction from 290 days to 128 days.

STAFF PRODUCTIVITY

ENCOUNTER CLOSURE 53% 
improvement

Reduction from 3 to 1.4 days to close an encounter for 

billing.

Report automation for reading encounters opened

COPAC forum designed to create Action Plans

56%  
time reduction

12%  
increase

Mapping of billing process

BI reports for real time supervision

Supervisor routines and feedback to team



Change Management



Facilitate usage and  

adoption of changes in 

the patient journey 

process and the use of 

new tools and systems

.

GOALS

MOBILIZATION PLAN B
Y INICIATIVE

Implementation of a structured methodology

User-aligned resistance management initiatives.

ADRA Initiatives aligned to the needs of the project for 

mobilizing personnel.

INDIVIDUAL FOLLOW-UP M
EETINGS

TRAINING IN CHANGE M
ANAGEMENT

49 leaders 

trained

Enabled leadership in aspects of change 

management. 

Visibility and monitoring of the human side of 

change.

ADRA
implementation

7 leaders 

implemented

Individual follow-ups with leaders to evaluate and 

reinforce their role during the transition with their 

teams

One on one meetings with leaders to ensure the right 

application of ADRA methodology

PROJECT IDENTITY

Create ownership  of the project by participating in a 

logo and identity contest

Generate interest and visibility for the project to peers 

and operational staff.

Identity 
generation

+30 sessions

Change Management

Process Optimization and Productivity Project
Patient Journey (Clinics)



Business Performance 
Management



Business  Intelligence

Data 
Collection

Data 
Preparation

Data 
Visualization

Data Analysis
Insight 

Communication
Take Action





Governance Model
✓ Design and implement a governance model to review 

KPIs at different levels, from operational, tactical and 
strategic. 

✓ Implement necessary and committed Committees to 
discuss the results, analyze and take action.

Powered by Data
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DAILY RESULTS MEETING
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Return on Investment



Return On Investment

Emergency Room (4)

• Nursing Productivity
• Physician Productivity

• Providers Control

2.4 to 1

Patient Journey . Clinics (8)

• Nursing Productivity
• Physician Productivity
• No Show Reduction

• Cancellations Reduction
• Laboratory Technicians Productivity

• Billing Productivity
• Increase RX Dispatch

4.5 to 1



Questions ??



We are in the business
shaping business


