CHAPTER I
INTRODUCT ION

THE FACILITIES

The 1st Affilia 2, é Medical College (KMC) is

a general hospital whic city, the capital of Yunnan

Province. It is the 1 . this province. There are, in

addition to the out-patd , the focus of this study,
approximately 1,200 ployees, 46 scientific
departments and 18 t which are responsible

for the clinical teachi tdke” off KMC students.

The Outpatient al sections, a laboratory
and x-ray facilities, an 3
treats about 3,000 outpatients d
largest at the OPD, "Bre ing health ser o @bout 23 per cent of the

and 4 pharmacies. Usually it
The Medical Department is the
patients. During 1*,—- fall Semeste :J health service had 14
full-time physicians "from : 1@

stration, evenings work,

medical staff. Because

of their duties in tedChing, research, and admi

and other task e available by the
Medical Depart 11 m lglv‘jﬁ rotating schedule
meant that not re than 12 phgswlans could be avail ble at one time.
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BACKGROUND AND RATIONALE

The rationale of this study is based on the interest of the

hospital’s executives in developing strategies to improve patients’

i ices. University Hospitals (UHs)
' ronments Many UHs are facing

creased pressure to accept

waiting time and satisfaction
in general face increasingly t
challenges such as incr'
indigent patients, an 'r medlcal education. Given
the prominent role that /in the he care system, the strategies
they employ for their ’ .
along with their efféct sations. Yet, relatively
L that UHs are making, and
can make, to improve f‘h:i‘, itin "\fme and satisfaction with
services. Invariably ing time and satisfaction

’problems’ have been bgCo 50C1 _ ith university hospitals. As a

for managers respon31b1e fo;;ﬁj‘ ospitals (Leonie, 1992).
/’a,/ gt 3

Patients’ sions regarding health
care, so emphasis o ent sa seérvices and medical care
is increasing. t medical care providers agree that consumer

satisfaction is a legitimate and releyant health care concept and should
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waiting time and their relatmnshlps with medical staff are the major

problem i ﬁ tems, as these
two pro,lizw mlmmzj ﬁl‘l mypl Eﬁsf&ction with
hospital services. Patient waiting time and their relationships with
medical staff are problems that have been at the top of the management
agenda in UHs. Often insufficient attention is directed to patient

satisfaction with waiting time, the relationships between patients and

medical staff. Weak approaches similarly limit the value of many patient



surveys and inhibit their use in total quality improvement efforts.

The 1st Affiliated Hospital of KMC has been operating for years,
and the Out-patient Department has provided an effective medical service
to the population. The OPD,
complexity over the past

Jhas grown considerably in size and
83 t has been recognized that it

% /ﬁt ient medical-care delivery

In this researc 'some hospitals in other

countries have condu tudies, no such program
in China has attempt t waiting time, and the
relationships between , (2) analyze possible
factors which may affec fion, and (3) attempt to
identify strategic ; putpatient waiting time and
satisfaction with servic de these factors.

It was the purpose of thi: toninvestigate the problems of
outpatients suffek . analys _"'"\'. ¢ issues facing the
j ofis for using the major

h

soals. However, this does

hospital, and then

strategic issues to ieve the organization g

not mean that the stud'ynlmed to advpeate these strategic issues as an
effective mode

3 fekag | fhe {6bcgess| &t | frel dutipatient health care

delivery system It was expected that the results of this study might be
useful f ﬁ ams to improve
out-pat at iﬁﬁﬂﬁm ﬁﬂﬁ] ﬁﬂ that the data
from the study may form a useful basis for the hospital executives to the

improve of health care quality.



OBJECTIVES OF THE STUDY

1. To identify strategic issues for reducing patient waiting time
and improving satisfaction with services at the 1st Affiliated Hospital

of Kunming Medical College.

, and attitudes toward the

lmted Hospital of Kunming

£ o3 t patient satisfaction
v

issues which may effectively

2. To analyze p
hospital services prov
Medical College.

3. To identi

with the hospital servi

RESEARCH QUESTIONS

Primary Question: What are ‘th
reduce patient waiting time and - mpro sfaction with service at the
Out-patient Department of the Fis Affyiyat \ ital, Kunming Medical
College ?

Secondary Questions:

D;Partmen;:, Howﬂ how 3 ’ﬂh%flxﬁfﬂtﬁ wﬁ ’}‘ﬂ‘%“ the Outpatient

ong do they actually wait at the Outpatient

"“’““"“‘ﬁl RIRINTUNRINYAY

2 What are the patients’ attitudes toward the relationships

between themselves and the hospital staff ?

3. What are the possible factors which may affect patients

satisfaction with the hospital services?



OPERATIONAL DEFINITION

Patient Satisfaction: Patient satisfaction has been previously

linked to a number of critical variables, many of which are included in

good patient survey instruments (e.g Ware et al. 1983). That research
concluded that patient satisfact 1ld be determined by several

variables -- satisfaction W h tinuity of care, patient

_ 1 (1991) indicated that
a patient’s perceptio , ing me i e .one of the most crucial
aspect in determining o ; S a ‘ patients waited a long
sult. By administrating
teblish baseline data that

vice issues (Robert, 1987).

time, most of them fe
pat ient surveys routinel
allow managers to focus o
' between several aspects or
et al. 1975). Based on the

2MC, our approach to the

Individuals are able to

dimensions of their care (
existing problems of &

measurement of pati€ < hat“focused. Rather than
attempt to assess al | possible concerns regar g patient satisfaction
with the hospital serviee, the follgwing dimensions of service area

satisfaction wﬂxuﬁ% ﬁﬂ%%éﬂﬂ’lﬁ}ﬂﬁm in this study:

general satisfa@tion; patient wa1t1ng t1me, ationships between
"””"“Q“W’TWﬁ‘im URIINLAY
EXPECTED BENEFIT OF THE STUDY

The results of the research might be useful for the hospital

administration to develop effective strategies and specific programs for



improving out-patient waiting time and satisfaction with services in the

1st Affiliated Hospital of KMC.

In addition, the data from the present study may form a useful
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