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Action
In 2015, TeleTracking was retained by NAHTM to analyze over 20 
hospitals using TeleTracking’s TransportTracking™ application in order 
to establish a clear set of performance trends that included response 
times, completion times, delay impact, productive vs. available times, 
and dispatches per hour. TeleTracking previously analyzed similar 
data in 2004, using data from 2002-2004, with 25 participants on 
the legacy system.

The project phases included:

Phase1:   Development of an outreach packet [legal requirements, 
consent forms, instructions] and recruitment targets.

Phase 2:   Marketing the project to members and recruiting/
outreach initiatives.

Phase 3:   Data was submitted by participating hospitals and 
analyzed.

Phase 4:   Release of the preliminary report with suggested 
standards.

The process began with a demographic questionnaire in order to 
group participants based on their physical layout and operation 
[square footage, FTEs, staffed beds, mobile utilization, integrations, 
item runs, unions].

  All respondents currently use TeleTracking—with the largest 
respondent having 1,000 beds and the smallest having 135 beds

  90% do not use lift teams

  82% have a centralized transport model

  77% use mobile devices

  95% also move items

  53% are under 1 million square feet

  59% are teaching hospitals

  24% are unionized

The project also provided each participant with the opportunity to 
review their performance metrics compared to the anonymous 
scores of their peers.  
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Establishing standards in order to understand performance, and being able to obtain the data to measure against those 
standards, is a critical part of managing a continuous improvement process. The National Association of Healthcare 
Transport Management (NAHTM) did not have this information, and there was no national/international database of 
statistics, no baseline to compare against, and no set of standard metrics for patient transport. At the same time, the 
member hospital organizations themselves were disparate—different staff sizes, facility layouts and technologies. The 
bottom line was that members had no way of knowing whether their teams were performing at an optimal level, or if 
there were a set of standards that could be uniformly applied.
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NAHTM

results
After 400 hours of analysis, the following results emerged:

Delay times are included in the metrics

Cancelation and Reschedules are factors that impact calculations.  For example, if a job is cancelled before entering in progress, the time up to job cancelation will be included for metrics as time on task, but may not be included 
in Request to Complete. Because of this, individual job segments above do not reflect the overall turn time when added.

This study suggested some overall trends and metrics to consider when analyzing an individual transport operation.

 Employees are dispatched on average between two 2 and 3 transport jobs per hour.

	   The data set revealed that time on task is roughly 19 minutes, which supports the goal that a typical transport team member would be 
able to do 2-3 transport jobs per hour.

  1 job = 20 mins, 3 X 20 mins = 60 mins.

	   Once a transporter is actually working on the job, they are most likely to experience a delay before being able to move the patient. The 
following results show that it takes more time to get to the patient than it does to actually move them.

  Dispatched to In Progress – 11.4 minutes, while In-Progress to complete is 7.7 minutes. 

metric Value Definition impacting Factors

Request to complete 24.75 min The average time from job request, through assignment, 
response, patient pick up and transport to the destination

Facility size, staffing levels, 
centralization

Average response time 19 min The average time from when the request is made to when 
an employee arrives to move the patient

Facility size, staffing levels, 
centralization, dispatching set, 
volume of work

Dispatches per hour 2.6 The average number of times an employee is dispatched 
to an assignment each hour

Facility size, staffing levels, 
centralization, dispatching 
set, job volume, delays, 
cancellations

Pending to dispatched 9.2 min The average time a request is in queue to when it is 
acknowledged by an available transport employee

Staffing levels, centralization, 
job volume, dispatching set 

Dispatched to in progress 11.4 min The average time from when a transport request is 
acknowledged to when an assigned employee arrives to 
the starting point of the transport request

Facility size, staffing levels, 
delays

In progress to complete  
(time in transit from  
origin to destination)

7.7 min The average time in transit from origin to destination Facility size, delays

Time on task 19 min The average time an assigned employee takes getting to a 
patient and moving them to the destination

Facility size, delays


