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Long out-patient waiting t1me and the poor relat10nsh1ps between
patient and medical staff have bee he top of the management agenda at
university hospitals for many yeaq tudy investigated the existing
problems of outpatients suffe in, tors which may affect pat1ent
satisfaction; and 1dent1f1e rategic issues for improving
patient waiting time fac, on services at the Out-patient

'Department of the 1st Aff111 Josp tal ing Medical College.
A two-step rese ; e ' : uﬁzsﬁhmﬁ}h outpatients, medical
staff and hospital leaders - est i 13 s handed out to 850 out-

patients who attended t artmen . and in-depth personnel
interviews were carried ou 10 hospital leaders
respectively. The data ticipant observation in
two formal meetings of spital leaders. A computer
program was used for patigi e data of medical staff and
hospital leader were comp i otes and tapes, and then
interpreted, collated and QFrgs _
a review of the studies r!levdhﬁ o‘ the goncept of hospital strategic
‘ management marketing-orien qgjand gyr satisfaction theory.

These main findings wgye fo mr_r_.1rst, a long waiting time and
patient dissatisfactiomywith somé’aspéct4’ k i service exist at the
OPD. The results of thi stud. conf' med nt/ waiting time and the
relationship between pz : : 2 lan important impact on
patients’ overall opirs 3 Second, the factors
affecting patient satis tion with rice: wereigpentified from environ-—

' ment assessment. SWOT ana sis was used in the study. Third, the highlight
of the findings o " study was a baYanced set of relevant, low-cost

strategies to imp ﬁﬁﬂ Wmﬁ mﬁq ﬂﬁmn with services.
Also, the strategil i t tisfy the three
stakeholders: pat nts, staff and hospital leaders. All these issues can
be address two_pers ect1 eg ———- anand—smoothlng'strategles and
Ty g Nl R e T L s
" ment patle ealth program
coordination; d1fferent1a1 pricing; staff scheduling; para-professional
- use and pat1ent participation. Although the problems identified at the OPD
' are by no means entirely resolved, it is expected that they will benefit
the hospital’s effectiveness, patient satisfaction and clinical personnel
productivity.
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