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The Stuc y ef Waiting Time of Out-patient

5 in A Regional Hospital

Chih-Cheng Wang' Yi-Chin Lee? Yuan-Min Yu?®
Department of Superindent's office,Chung-Kang Branch, Cheng Ching Hospital' "2
Department of Human Resource,Chung-Kang Branch, Cheng Ching Hospital

Abstract

Due to the practice of National Health Insurance and lack of significant difference
among different co-payment levels, there are over-loaded patient visits at large scale
hospitals, which cause the problem of “three-long & two-short.” There is a signifi-
cant difference between the waiting time of what patients psychologically felt and what
they actually experienced. Moreover, the difference gets larger as the waiting time
increases. Uncertainty of the illness and obstacles of operation process make it hard for
physicians to keep up with their service time at the same, which result in the complaints
of long queue. Therefore, in order to improve the quality of medical service, it is very
important for us to understand the facts and problems of the waiting time of out-patient
departments.

The study used stratified sampling based on actual operation and patient visits to
get different waiting time of each procedure and stop occurred in the whole process.
The study found out the average waiting time for out-patient department was 23.26
minutes, 0.75 minute for registrar, 2.38 minutes for blood sampling, 4.05 minutes for
radiology exam, 7.92 minutes for getting prescribed medicine. There are significant
differences of waiting time within service shifts of: registrar, physician offices, and
pharmacy .

Situational factors result in the satisfaction of the length of waiting time mostly.
Not only to improve the idle time in the service process, but to change the psychologi-
cal cognition of the patients. This study found that, if we can improve our service or
provide some services during the waiting time, those will ease the discomfort of wait-
ing, improve the process of the visit, increase the cost-effectiveness of medical service,
and reach the goal which makes patients realize the efficiency and high quality of the
case hospital.
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