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ABSTRACT

T h is  i s  an a c t i o n  r e s e a r c h  s t u d y  t o  f i n d  o u t  
v a r i o u s  ways t o  improve  h e a l t h  c a r e  s e r v i c e s  i n  t h e  
OPD o f  JDW N a t i o n a l  R e f e r r a l  H o s p i t a l .  In  t h i s  s t u d y  
t h e  i s s u e  o f  w a i t i n g  t im e  i n  t h e  OPD h a s  b e e n  u s e d  as  
t h e  e n t r y  p o i n t  t o  t h e  v a r i o u s  p ro b le m s  i n  t h e  OPD. 
S in c e  w a i t i n g  t im e  i s  a p e r c e p t i o n  w hich  i s  r e l a t e d  t o  
o t h e r  f a c t o r s ,  such  a s ,  q u a l i t y  o f  h e a l t h  c a r e  and 
s a t i s f a c t i o n  o f  t h e  p a t i e n t s  w i t h  t h e  s e r v i c e s ,  i t  i s  
i n t e n d e d  t o  f i n d  o u t  t h e  c r i t i c a l  f a c t o r s  r e l a t i n g  t o  
t h i s  i s s u e  which can be u s e d  d u r i n g  t h e  p r o b le m  
s o l v i n g  p r o c e s s .

In  t h i s  s t u d y  t h e  s a t i s f a c t i o n  l e v e l  o f  t h e  
p a t i e n t s  w i th  t h e  s e r v i c e s  i n  t h e  v a r i o u s  s e r v i c e  
p o i n t s  w i l l  be  m ea su re d  and compared w i t h  t h e  a c t u a l  
m easu rem ent  o f  t im e  by t im e  m o t io n  a n a l y s i s  f rom  which 
t h e  e f f i c i e n c y  o f  t h e  s e r v i c e  a t  e a ch  p o i n t  i s  
c a l c u l a t e d .  The f i n d i n g s  o f  t h i s  s t u d y  can  be  u s e d  by 
t h e  h o s p i t a l  management t o  p r i o r i t i z e  t h e  r e s o u r c e  
m o b i l i z a t i o n  and f o c u s  p ro b le m  s o l v i n g  a c t i v i t i e s  t o  
s p e c i f i c  a r e a s  t o  improve  h e a l t h  c a r e  s e r v i c e s  i n  t h e  
OPD o f  JDW N a t i o n a l  R e f e r r a l  H o s p i t a l .
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