
The Build:

I was working with Anita the other day, and we were wondering what 
educational topic we should discuss.

So I said to her:

"Tell me about working at the drive-through coffee place."

She was like: "Why?"

I was like: "I'm interested. I reckon you have been in situations serving drive-
through coffee where there are cars lined up further than the eye can see and 
you are really pumping out the coffee, and I think there may be something we 
in health can learn about the processes you guys invoke in those situations 
which will apply equally to circumstances we endure here.

Unfortunately, then she was ordered to go and have a coffee break, and so I 
was left to my own musings for a while.

Of course, once my mind starts thinking about something, it is a bit hard to 
turn it around, so I drew a picture of what I saw as the workspace in the Bean 
Squeeze I frequent, from window to window.

That is, from me giving my order at one window to me picking up my coffee at 
the other window.

This is my effort:

One person takes the order;

One person does the espresso shot;

One person froths the milk and pours the coffee;

One person collects the change and hands out the coffee.

It wasn't a bad effort from my point of view.

I could see how that would work.



Looking at it a second time, I could also see how in quiet times, it would be 
possible to separate these tasks between two people:

Person 1: Engage with the customer, Take the Order, Extract the Shot;

Person 2: Milk, Pour, Cash, Exchange Pleasantries, Hand over coffee.

Too easy.

Proud of myself, I handed my diagram to her.

She agreed. Not bad. I even had the store layout pretty much right.

"But you've missed a bit." she said, drawing a big red circle over part of my 
diagram.

"You've missed 'The Build'.

Excellent. We are now getting into learning territory, and this time, I am the 
student!

The build is the most important person in the shop.

They don't extract the shot.

They don't froth the milk.

They get out the cups as per the order for each car, and they put it all 
together.

One wants sugar? Sugar goes in the cup.

One wants Chai? Chai is in the cup.

Cappuccino? Chocolate on top.

You get the picture.

In other words, the small nuances that emphasise the personalisation of the 
coffee experience is built for that customer.



Each order is assembled by 'the build', and each order goes out exactly to 
order, with no mistakes.

Better, the order taker takes orders, the shot person gets on with the next 
shot, and the frother froths: 

Efficiency, effectiveness, and people doing selectively what they do best. 

Clear accountability. A team working as a high performance team.

Putting together an excellent cup of coffee from the first coffee to the last.

I looked around the recovery room.

I saw a place for 'the build'.

The surgical team delivers the patient.

The recovery nurse recovers the patient.

And whilst doing so, she returns to theatre for missing paperwork, reports 
results to the anaesthetist, connects the Bair Hugger, the PCA, gives 
Narcotics and PONV protocols, gets fluids for the IV and the bladder 
washout, seeks a review from the surgical team.

Yup, plenty of potential in there for 'The Build'.

The way I see it, the build finishes up being the quality control activator, 
emphasising and enhancing the personalised nuances that optimise the 
fluidity of process and the outcome for each individual patient.

Making sure that if paperwork is missing, the error is corrected. Not just for 
that patient, but for all patients on that list: in other words, making it easier for 
everyone to opt in to excellence than opt out because the obstacles to doing 
a thorough job have become burdensome.

"Is there anything I can get you to make sure that your recovery plan 
progresses smoothly?"

"Patient is good to go? I concur. That's excellent work!. Let's ring the ward."



The next question I ask of my student, feeling rather flippant, is:

"So what do you do when you are quiet?"

I would have thought the answer would have been: 
"....ohhh, we stand around and gossip."

I was surprised.

The prep work is as important as the build, and it takes place in the quiet 
times.

Each type of milk is matriculated into place, everything sparkling clean, 
washed, restocked; the quiet times are a hive of activity as well. Purposeful, 
economic in effort, efficient in workstation design, ergonomic in process, 
privileging flow.

Then....they rest....if they get the chance.

It was an amazing journey through the process of making drive-through 
coffee.

And yet, it was fascinating.

If they can get something as simple as coffee so right, why do we struggle 
when our work is (arguably) so much more essential?


