The aim of thi_ : identify strategic issues for

improving out-patient satisfaction with services
using the OPD of 1 ' J----’ H@(unmmg Medical College as
a case study. y ; ( Nnts in the OPD, and 22
medical staff ’Nere studied wusing a
questionnaire i : viewing respectively.

The fi
highlights of t

sd many questions. The
were the related six
iting time and satisfaction
with services. be addressed from two
perspectives: & Strategies and Supply-Matching
Strategies. ed the need for strategies by
Sroblems of out-patient

~d that if it wanted to

hospital manag =

suffering. Fou tf
reduce the out-@.tle gp

services, it sho ld be concerned with a the strategic issues.
However, ﬂ i e hospital and the
procedur ma ﬁﬂm ﬁzlgefﬁ i:)uld consider the
pr10r1t1es of these strategic issues based on 1r efficiency.
FI‘Q % "}@,&tﬁ ?WIWIS-‘@ ﬂ gxﬁ] egj patients and

s shoul

the forecasting system for walk-in patien be the first

focus of attention by the hospital. In fact, according to the

rove satisfaction with

research findings and discussion mentioned above, a systematic
review of the six strategic issues could prompt the management
intervention appropriate to the situation. Aithough hospital care

providers are likely to interpret congestion as indicating a need
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for additional resources, effective capacity management requires
both demand-altering and supply-controlling strategies in order to
identify a coordinated set of interventions. Even though the

problems identified in the Outpatient Department are by no means

entirely resolved, monite impact of an integrated set of
strategies should permi \L“ 0 ) P 16 inements which will, in turn,
benefit the healt care organizetionls effectiveness, patient

some aspects of existe the OPD. The results
' the relationships between
patients and medifa é‘f v : T ba impact on patients’
overall opinion the two problems could be

remedied, patient hospital service should

increase.
ek
In th? ace of an in itive environment, the
hospital shou v‘v—----— ______ to adopt - Strates designed to enable it

to respond to ;Jn tonment, to enact its
multiple missions, to protect its market oe
resources d to '§ﬁ?ﬁ' key stakéholders. Matching the hospital’s

i Rt _ u'g %e &J%w&f’%ﬂ %1 opportunities may

be a key Yor effective l}ospi'tal performance. Adaptation to a
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strategies in light of competitive advantages and disadvantages.

sition, to secure needed

The following recommendétt ions were made based upon the
findings of this study:

1. The competitive position of public hospitals is severely
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weakened by the financial restrictions imposed on government-owned
institutions and by their lack of fréedom, which reduces the
hospital’s efficiency and their responsiveness to the changing

needs and expectations of the market. Efforts by university

hospitals to increase vy often focuses on improving

operations in personnel " But these support services
often are controllec iversity offices and, as a
result, efforts t in these areas may be
hindered. Health ' cy makers and the administration of
these hospitals s hetis seriously with finding
ways to impr nei, -admi rative and political
independence of ' argued that increased

hospital autonomy, “an-epd¥in itself but rather a means to

2. Concerning; vepscheduling methods to optimize
patient waiting time f— J 7_
factors are ﬂong ﬁw‘se !51." :
requirements, | tatt=tett ow  interac 101, patient load, and

appointment sh

I ' :
used to preteszhe efficacy ofvarious al®
ﬂ it &4 TRBNIINE TR 1o concime 12

search forlls ystems and pro‘;:edures of patlent and mformatmn flow.

R gl Hp ey e (7 phiiive

with services are, to a large extent, dependent on personnel

on with services, the following

onsidered: personnel

Gter simulation could be

rnatives.

support. Therefore, improvements in the personnel situation must
accompany any and all changes in systems and procedures. A patient
flow information data bank is recommended. A systematic training of

existing clerical staff in systems and procedures should be
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established.

4. Another recommendation included increasing staff

motivation and job satisfa for the people providing services

and assisting in overa lity improvement in a sustained

ably always be a need for

ﬁd in improving hospital

patient waiting time and

and systematic wa
significant res
conditions and

satisfaction wi

5. We shelild's e\ the he limitations of this study
due to time andfbudge , \’ ereome the problem of bias,
data should be 1 attending the out-patient
department, a.nd.n : } week, but repeatedly every three

or four weeks al an s could provide information on

different departments” f‘r
other hand, the patier a":?"}

per cent, -_,.'g j i e Amore than 20 per cent of

g variable periods. On the

for the questionnaire was 91

item respons ‘ of 83.5 per cent for
O € biases might have occurred. So

analysis. We
we suggest that further study should be done to reduce the
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