
CHAPTER 3

THE PROPOSAL

3 . 1  I n t r o d u c t i o n .

T h i s  s t u d y  i s  an a c t i o n  r e s e a r c h  t o  f i n d  o u t  
t h e  s t r a t e g i c  i s s u e s  r e l a t i n g  t o  l o n g  w a i t i n g  t i m e  
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  t o  
improve  t h e  s e r v i c e s .  In  t h i s  s t u d y  I would  l i k e  t o  
f i n d  o u t  t h e  p e r c e p t i o n  o f  t h e  s t a k e h o l d e r  i n  t e r m s  
o f  t h e  p r o b l e m s  i n  t h e  OPD and t h e i r  p e r c e p t i o n  o f  
i s s u e  o f  l o n g  w a i t i n g  t i m e .  The 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 t h  t h e  s e r v i c e s  and t h e  s t a f f  
b e h a v i o r  i n  f i v e  main a r e a s  o f  t h e  OPD 
( r e g i s t r a t i o n ,  p h y s i c i a n s '  chamber ,  ph a rmacy ,  x - r a y  
and l a b o r a t o r y  s e c t i o n )  w i l l  be  m e a s u r e d  on t h e  
L i k e r t -  s c a l e  o f  a l t e r n a t i v e s .  Th i s  w i l l  be  
compared w i t h  t h e  a c t u a l  measuremen t  o f  t i m e  done 
t h r o u g h  t i m e  m o t io n  a n a l y s i s .  The r e s u l t  may 
p r o v i d e  a c r u d e  i n d i c a t i o n  o f  t h e  a r e a s  where  t h e  
p a t i e n t s  seem t o  be m o s t l y  d i s s a t i s f i e d  and where  
t h e y  seem t o  w a i t  t h e  most  f o r  t h e  s e r v i c e s  i n  t h e s e  
f i v e  s e c t i o n s .  Based on t h e s e  f i n d i n g s  t h e  h o s p i t a l  
management  may be a b l e  t o  i d e n t i f y  t h e  a r e a s  t h a t  
need  s u p p o r t  f o r  improvement  o f  h e a l t h  c a r e  s e r v i c e s  
i n  t h e  OPD.
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The r e s e a r c h  d e s i g n  p r o p o s e d  f o r  t h i s  s t u d y  i s  
a c r o s s - s e c t i o n a l  d e s c r i p t i v e  s t u d y  w i t h  q u a l i t a t i v e  
and q u a n t i t a t i v e  methods  u s i n g  b o t h  p r i m a r y  d a t a  and 
s e c o n d a r y  d a t a .

3 . 2  The p u r p o s e  o f  t h e  p r o p o s e d  s t u d y .

F i r s t l y ,  t o  i n v e s t i g a t e  t h e  " p r o b l e m s "  i n  t h e  ou t  
p a t i e n t s  d e p a r t m e n t  and i d e n t i f y  ways t o  improve  
h e a l t h  c a r e  s e r v i c e s  by r e d u c i n g  t h e  o u t  p a t i e n t s '  
d i s s a t i s f a c t i o n  w i t h  h e a l t h  c a r e  s e r v i c e s  i n  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 .

S e c o n d l y ,  t h e  r e s u l t  o f  t h i s  s t u d y  i s  e x p e c t e d  t o  
be  u s e d  a s  r ecom men da t ion  f o r  t h e  d e v e l o p m e n t  o f  
s t r a t e g i e s  and s p e c i f i c  p r og ra m s  by t h e  h o s p i t a l  
management  t eam f o r  i m p r o v in g  h e a l t h  c a r e  s e r v i c e s  i n  
t h e  h o s p i t a l .

T h i r d l y ,  t h e  s t u d y  r e s u l t  can be  u s e d  a s  a b a s i s  
f o r  t h e  h o s p i t a l  management  t o  i n c r e a s e  t h e  e f f e c t i v e  
u s e  o f  r e s o u r c e s  t o  improve t h e  q u a l i t y  o f  h e a l t h  c a r e  
s e r v i c e s  i n  t h e  h o s p i t a l .

3 . 3  The j u s t i f i c a t i o n s  o f  t h e  p r o p o s e d  s t u d y :

The h o s p i t a l  i s  i n  t h e  p r o c e s s  o f  f i n d i n g  ways 
t o  f a c e  t h e  c h a l l e n g e  o f  c h a n g i n g  e n v i r o n m e n t ,  
demands and  h e a l t h  c a r e  s y s t e m .  Th i s  s t u d y  can 
c o n t r i b u t e  t o  i d e n t i f y  c e r t a i n  key f a c t o r s  t o  
p r e p a r e  f o r  t h e  change  f o r  im provemen t .
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T h is  s t u d y  i s  a p a r t  o f  r e s e a r c h  and 
de v e lo p m e n t  a c t i v i t y  e n c o u r a g e d  by t h e  h o s p i t a l  t o  
f i n d  o u t  b a s i s  f o r  p r i o r i t y  s e t t i n g  and r e s o u r c e  
a l l o c a t i o n .

I t  i s  i m p o r t a n t  t o  i d e n t i f y  t h e  p r o b l e m s  i n  
t h e  OPD i n v o l v i n g  a l l  t h e  s t a k e h o l d e r s  and t h e i r  
p e r s p e c t i v e s  t o  f i n d  some r e a l i s t i c  and s u s t a i n a b l e  
s o l u t i o n s  t o  t h e  p r ob le m s  and t h e  r e s u l t  o f  t h i s  
s t u d y  can c o n t r i b u t e  t o  t h i s  p r o c e s s .

T h i s  s t u d y  i s  f i r s t  o f  i t s  k i n d  i n  t h e  
h o s p i t a l  and can e n c o u r a g e  o t h e r s  t o  do s u c h  s t u d i e s  
which can c o n t r i b u t e  s u b s t a n t i a l l y  t o  t h e  o v e r a l l  
d e ve lo pm en t  o f  t h e  h o s p i t a l .

3 . 4  O b j e c t i v e s  o f  t h e  p r o p o s e d  s t u d y .

The s h o r t ,  medium and l o n g  t e r m  o b j e c t i v e s  o f  
t h i s  s t u d y  a r e  d e s c r i b e d  be low.

3 . 4 . 1  S h o r t  t e r m  o b j e c t i v e s .
( 1 )  . To i d e n t i f y  t h e  s t r a t e g i c  i s s u e s  f o r  

i m p r o v i n g  t h e  q u a l i t y  o f  w a i t i n g  t i m e  i n  t h e  o u t  
p a t i e n t  d e p a r t m e n t  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  
t o  improve  p a t i e n t  s a t i s f a c t i o n  w i t h  t h e  h e a l t h  c a r e  
s e r v i c e s .

(2) . To a n a l y z e  t h e  b e h a v i o r ,  a t t i t u d e ,  and 
e x p e r i e n c e  o f  t h e  s t a k e h o l d e r s  (bo t h  e x t e r n a l  and 
i n t e r n a l )  t o w a r d s  t h e  h e a l t h  s e r v i c e s  p r o v i d e d  t h r o u g h  
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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( 3 ) .  To i d e n t i f y  t h e  c o n s t r a i n t s  t o  i m pr ov e  t h e  
q u a l i t y  o f  t h e  p a t i e n t  w a i t i n g  t i m e  i n  t h e  OPD and 
f i n d  o u t  a l t e r n a t i v e s  how t h e s e  c o n s t r a i n t s  can be  
o v e r  come and s u g g e s t  what  a c t i o n s  c o u l d  be  u n d e r t a k e n  
t o  s o l v e  t h i s  p r ob le m .

3 . 4 . 2  Medium t e r m  o b j e c t i v e s .
1.  To i d e n t i f y  o t h e r  a r e a s  f o r  a c t i o n  r e s e a r c h  t o  

i m p r o v e /  d e v e l o p  t h e  h o s p i t a l  management  s y s t e m .
2.  To p r o v i d e  i n f o r m a t i o n  and g u i d a n c e  t o  t h e  

o t h e r  h o s p i t a l s  i n  t h e  c o u n t r y  on p r o b l e m  
i d e n t i f i c a t i o n  and a c t i o n  r e s e a r c h  as  an e s s e n t i a l  
component  f o r  improvement  o r  d e ve lo pm en t  o f  h e a l t h  
c a r e  s y s t e m  i n  t h e  h o s p i t a l s .

3 . 4 . 3  L o n g - t e r m  o b j e c t i v e s .
( 1 ) .  To p r o v i d e  a r a t i o n a l e  and d e v e l o p  

g u i d e l i n e s  f o r  improvement  o f  ' H o s p i t a l  Management  
s y s t e m  i n  t h e  c o u n t r y .

3 . 5  R e s e a r c h  Q u e s t i o n s .

The f o l l o w i n g  r e s e a r c h  q u e s t i o n s  were f o r m u l a t e d :

( 1 )  . What a r e  t h e  s t r a t e g i c  i s s u e s  wh ich  may 
e f f e c t i v e l y  improve t h e  q u a l i t y  o f  w a i t i n g  t i m e ?

( 2 )  . How lo n g  do t h e  p a t i e n t s  a c t u a l l y  w a i t  t o  
a v a i l  h e a l t h  c a r e  s e r v i c e s  i n  t h e  OPD? I s  t h e  t i m e  
s p e n t  a p p r o p r i a t e ?
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( 3 )  . What a r e  t h e  f a c t o r s  c o n t r i b u t i n g  t o  t h e  
q u a l i t y  o f  w a i t i n g  t im e  i n  t h e  OPD?

( 4 )  . What a r e  t h e  p e r s p e c t i v e s  o f  t h o s e  
i n v o l v e d  o r  t h e  s t a k e h o l d e r s ?

3 . 6  M e t h o d o l o g y .

3 . 6 . 1  Sample p o p u l a t i o n :

The sample  p o p u l a t i o n  f o r  t h e  s t u d y  w i l l  i n c l u d e :

The r e s p o n d e n t s  w i l l  be  s e l e c t e d  f rom t h e  
s t a k e h o l d e r s  who p l a y  a p a r t i c u l a r  r o l e  i n  h o s p i t a l  
d e v e l o p m e n t .  These  a r e  t h e  (1) p a t i e n t s  a t t e n d i n g  
t h e  OPD, (2) H e a l t h  s t a f f  p r o v i d i n g  s e r v i c e s  and 
h o s p i t a l  a d m i n i s t r a t o r s ,  (3) P o t e n t i a l  p a t i e n t s .

(a) a l l  P a t i e n t s  a t t e n d i n g  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 ;  (b) A l l  t h e  s t a f f  
w o rk in g  i n  t h e  OPD; (c) H e a l t h  a d m i n i s t r a t o r s  f rom 
t h e  D e p a r tm e n t ,  such  a s :  D i r e c t o r  o f  H e a l t h  
S e r v i c e s ,  P l a n n i n g  O f f i c e r ,  R e s e a r c h  O f f i c e r ,  
D i r e c t o r  o f  IECH ( I n f o r m a t i o n ,  E d u c a t i o n  and  
com m un ic a t io n  i n  H e a l t h ) ; and (d) Randomly s e l e c t e d  
P o t e n t i a l  p a t i e n t s  f rom t h e  communi ty .  These  g r o u p s  
a r e ,  as  a who le ,  t h e  s i g n i f i c a n t  s t a k e h o l d e r s  w i t h  
r e g a r d  t o  t h e  o p e r a t i o n  o f  t h e  OPD.

3 . 6 . 2  รampl e  s i z e

In  t h i s  p r o p o s e d  s t u d y  50% o f  a l l  t h e  p a t i e n t s  
a t t e n d i n g  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  
w i l l  be  i n c l u d e d  i n  t h e  s t u d y .  A l l  (100%) o f  t h e



r e l e v a n t  s t a f f  work ing  i n  t h e  OPD w i l l  be  s e l e c t e d  
f o r  t h e  s t u d y .  Being t h e  N a t i o n a l  r e f e r r a l  
H o s p i t a l ,  i t  w i l l  be  d i f f i c u l t  t o  c l e a r l y  i d e n t i f y  
t h e  p o t e n t i a l  c u s t o m e r s  o f  t h e  h o s p i t a l .  T h e r e f o r e  
100 r andom ly  s e l e c t e d  r e s p o n d e n t s  f rom t h e  l o c a l  
communi ty w i l l  be i n c l u d e d  i n  t h e  s t u d y .

In  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  t h e  a v e r a g e  
d a i l y  OPD a t t e n d a n c e  i s  ab o u t  1000 c a s e s  i n  summer 
m o n t h s ( J u n e ,  J u l y  and A u g u s t ) . Random s e l e c t i o n  o f  
t h e  p a t i e n t s  w i l l  be  done i n  t h i s  s t u d y .  Ev e ry  
s e c o n d  p a t i e n t  a t t e n d i n g  t h e  OPD w i l l  be  s e l e c t e d  
f o r  t h e  s t u d y .  To e n s u r e  b e t t e r  c o v e r a g e  d a t a  w i l l  
be  c o l l e c t e d  on d i f f e r e n t  days  and d i f f e r e n t  t i m e s  
o f  t h e  d a y s .

The r e s p o n d e n t s  w i l l  be e x p l a i n e d  a b o u t  t h e  
p r o p o s e d  s t u d y ,  i t s  o b j e c t i v e s ,  t h e  p u r p o s e s  and  t h e  
d u r a t i o n  o f  t h e  s t u d y .  Only t h e  s u b j e c t s  who a r e  
w i l l i n g  t o  be  r e s p o n d e n t s  w i l l  be  s e l e c t e d  f o r  t h e  
s t u d y .  Th i s  i s  t o  e n s u r e  t h e  p e r s o n a l  r i g h t s  o f  t h e  
r e s p o n d e n t s  and t h e  c o o p e r a t i o n  o f  t h e  r e s p o n d e n t s  
d u r i n g  t h e  c o u r s e  o f  t h e  s t u d y .

3 . 6 . 3  R e s e a r c h  Te c hn iq ue s

O b s e r v a t i o n a l  s t u d i e s  i n  t h e  Out p a t i e n t s  
d e p a r t m e n t .  A q u a l i t a t i v e  s t u d y  t o  s t u d y  t h e  e v e n t s  
i n  i t s  n a t u r a l  s e t t i n g  and n a t u r a l  t r e a t m e n t .  
Taxonomy o f  t h e  p e o p l e  i n  t e r m s  o f  t h e i r  b e h a v i o r ,  
a t t i t u d e s ,  and i n t e r a c t i o n s .  The p h y s i c a l  s e t  up 
and i t s  a f f e c t  on t h e  p a t i e n t s .  The main p u r p o s e  o f
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t h i s  i s  t o  f i n d  t h e  key f a c t o r s  which c o u l d  be  u s e d  
i n  r e d u c i n g  t h e  w a i t i n g  t i m e  and i m p r o v in g  t h e  
p a t i e n t  s a t i s f a c t i o n  w i t h  t h e  OPD s e r v i c e s .

P e r s o n a l  i n t e r v i e w s  and f o c u s  g roup  
d i s c u s s i o n s  w i t h  t h e  m e d i c a l  s t a f f ,  h o s p i t a l  
a d m i n i s t r a t o r s ,  and p a t i e n t s  t o  g e t  t h e i r  v i e w s ,  
p e r c e p t i o n s  and e x p e r i e n c e s  bn t h e  p r o b l e m s  i n  t h e  
OPD. To make them r e a l i z e  t h a t  t h e i r  p a r t i c i p a t i o n  
i s  v e r y  e s s e n t i a l  f o r  t h e  s u c c e s s  o f  t h e  s t u d y .

Data  c o l l e c t i o n  w i t h  t h e  q u e s t i o n n a i r e s  f rom 
t h e  r e s p o n d e n t s .  Q u e s t i o n s  on t h e  g e n e r a l  p r o f i l e  
o f  t h e  r e s p o n d e n t ,  p e r c e p t i o n  o f  p r o b l e m s  i n  OPD and 
l e v e l  o f  s a t i s f a c t i o n  a r e  a s k e d  as  s e l f  a d m i n i s t e r e d  
q u e s t i o n s .

Time m o t i o n  s t u d y  o r  f l o w  p r o c e s s  a n a l y s i s  o f  
t h e  OPD. A c t u a l  measuremen t  o f  t h e  t i m e  s p e n t  by 
t h e  p a t i e n t s  a t  each  p r o c e s s  o f  t h e  s e r v i c e  s u c h  as  
r e g i s t r a t i o n ,  p h y s i c i a n s  chamber ,  pha rmacy ,  
l a b o r a t o r y ,  and x - r a y  w i l l  be done .  T h i s  c o u l d  
e n a b l e  US t o  i d e n t i f y  t h e  " b o t t l e  neck "  i n  t h e  f l o w  
p r o c e s s  on which t h e  management  c o u l d  f o c u s  t h e  
c o r r e c t i v e  m e a su re s  t o  b r i n g  improvemen t  i n  t h e  
s y s t e m .

S ec o n d a r y  d a t a  c o l l e c t e d  f rom t h e  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  OPD r e c o r d s ,  a n n u a l  r e p o r t s ,  and 
Annua l  H e a l t h  B u l l e t i n  o f  M i n i s t r y  o f  H e a l t h  & 
E d u c a t i o n  w i l l  u s e d  i n  t h e  s t u d y .
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S e l f - a d m i n i s t e r e d  Q u e s t i o n s  on t h e  g e n e r a l  
p r o f i l e  o f  t h e  p a t i e n t  i n  t e r m s  o f  t h e i r  ag e ,  s e x ,  
and o c c u p a t i o n  a r e  a s k e d .  T h e i r  p e r c e p t i o n  o f  t h e  
p r o b l e m  i n  OPD i s  a s k e d  t o  g e t  an i d e a  what  e x a c t l y  
i s  t h e  p r o b l e m  i n  OPD. The r e s p o n d e n t s  a r e  a s k e d  t o  
i n d i c a t e  t h e i r  l e v e l  o f  s a t i s f a c t i o n  w i t h  w a i t i n g  
t i m e ,  s e r v i c e s ,  a t t i t u d e  o f  p h y s i c i a n s ,  p h a r m a c i s t ,  
r e c e p t i o n i s t ,  t e c h n i c i a n s  and c o m f o r t  o f  w a i t i n g  
rooms .  The l e v e l  o f  s a t i s f a c t i o n  i s  b a s e d  on t h e  5-  
p o i n t  L i k e r t  t y p e  s c a l e  o f  a l t e r n a t i v e s . ( s e e  
Appendix)

3 . 6 . 4  Data  A n a l y s i s .

As p a r t  o f  a Time m o t i o n  a n a l y s i s  o f  t h e  f l o w  
p r o c e s s  w i l l  be  me a su re d  as  t h e  a c t u a l  t i m e  t a k e n  a t  
ea c h  s e r v i c e  p o i n t  by c a l c u l a t i n g  t h e :

( i )  mean s e r v i c e  t i m e ,

( i i )  mean w a i t i n g  t i m e ,  and

( i i i )  r a t i o  o f  s e r v i c e  t i m e  t o  t o t a l  t i m e  which 
i s  d e f i n e d  as  t h e  s e r v i c e  e f f i c i e n c y  as  i n d i c a t e d  by 
t h e  f o l l o w i n g  fo r m u l a  (Pei  L ikun ,  1993) ะ

Mean S e r v i c e  Time

S e r v i c e  E f f i c i e n c y  = -X 100

Mean w a i t i n g  t i m e  + Mean s e r v i c e  t i m e
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For  t h e  t i m e  m o t io n  a n a l y s i s  o f  t h e  f l o w  
p r o c e s s  10% o f  t h e  r e s p o n d e n t s  f rom t h e  p a t i e n t s  
w i l l  be  u s e d .  The a c t u a l  measuremen t  o f  t h e  t i m e  a t  
each  s e r v i c e  p o i n t  w i l l  be done by f o l l o w i n g  t h e  
p a t i e n t  i n d i v i d u a l l y  u s i n g  a s t o p  w a t c h .  The 
p a t i e n t s  a r e  i n  f a c t  n o t  aware  o f  b e i n g  o b s e r v e d .
The s u r v e y o r  s t a y s  a t  a d i s t a n c e  and moves a l o n g  
w i t h  t h e  p a t i e n t  d u r i n g  t h e  p r o c e s s .

A v era ge  w a i t i n g  t i m e  o v e r  t h e  day,  f rom 9AM t o
3PM.

A v era ge  w a i t i n g  t i m e  o v e r  t h e  week,  f rom Monday 
t o  S a t u r d a y .

T h i s  d a t a  can be u s e d  as  g u i d a n c e  f o r  h o s p i t a l  
management  i n  d e c i s i o n  making f o r  r e s o u r c e  
m o b i l i z a t i o n  (manpower and m a t e r i a l )  i n  t h e  OPD t o  
improve  s e r v i c e s .

3 . 7  Management o f  t h e  p r o p o s e d  s t u d y .

A l l  t h e  s t a f f  working  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  w i l l  be  i n v o l v e d  e i t h e r  
d i r e c t l y  o r  i n d i r e c t l y .  The s t u d y  w i l l  be  a 
combined e f f o r t  by a l l  t h e  h o s p i t a l  a d m i n i s t r a t o r s  
( d i r e c t o r ,  Mat ron ,  A d m i n i s t r a t i v e  o f f i c e r ,  F i n a n c e  
o f f i c e r ) , o t h e r  s t a f f  i n  OPD ( P h y s i c i a n s ,  n u r s e s ,  
p h a r m a c i s t s ,  t e c h n i c i a n s )  and p a t i e n t  
r e p r e s e n t a t i v e s .  A s e r i e s  o f  b r a i n s t o r m i n g  
s e c e s s i o n s  w i l l  be  h e l d  w i t h  r e p r e s e n t a t i v e s  f rom 
a l l  l e v e l s .  The p r ob le m  d e f i n i t i o n  i n  t h e  OPD 
c o n t e x t  w i l l  be f i n a l i z e d .  An a c t i o n  c o m m i t t e e  w i l l
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be fo rm ed  which w i l l  f u n c t i o n  as  t h e  management  body 
f o r  t h e  s t u d y .  C e r t a i n  key d e c i s i o n s  l i k e  p l a n i n g ,  
r e s o u r c e  m o b i l i z a t i o n  and s u p e r v i s i o n  w i l l  be  d e a l t  
t h r o u g h  t h i s  body.

Ten s t u d e n t s  f rom t h e  Royal  I n s t i t u t e  o f  H e a l t h  
S c i e n c e s  (RIHS) w i l l  be  s e l e c t e d  t o  be  t r a i n e d  as  
s u r v e y o r s  f o r  two d a y s .  s i n c e  t h i s  i n s t i t u t e  i s  
a f f i l i a t e d  t o  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  t h e r e  
no l o g i s t i c a l  o r  a d m i n i s t r a t i v e  p r o b l e m s  e x p e c t e d  t o  
a r i s e .  Th i s  s t u d e n t s  a r e  unknown t o  t h e  h o s p i t a l  
e s p e c i a l l y  i n  t h e  OPD, so t h a t  f a l s e  r e s u l t s  o r  
b i a s e s  can be  m i n i m i z e d  t o  g e t  t h e  r e a l  s i t u a t i o n  as  
i t  e x i s t s .

The b u d g e t  p r o v i s i o n  can be  made a v a i l a b l e  f rom 
t h e  H e a l t h  D i v i s i o n ,  r e s e a r c h  s e c t i o n  o r  t h r o u g h  
I n t e r n a t i o n a l  do no rs  l i k e  WHO and DANIDA. The a c t i o n  
co m m i t t ee  w i l l  work o u t  t h e  amount  r e q u i r e d  f o r  t h e  
s t u d y  and f o r w a r d  t o  t h e  r e l e v a n t  s o u r c e s .  s i n c e  
a l l  t h e  r e g u l a r  employed s t a f f  and h e a l t h  s c h o o l  
s t u d e n t s  w i l l  be  i n v o l v e d ,  i t  i s  n o t  e x p e c t e d  t o  
have  a huge f i n a n c i a l  i m p l i c a t i o n .

T h i s  co m m i t t ee  w i l l  be  r e s p o n s i b l e  f o r  r e g u l a r  
s u p e r v i s i o n  and m o n i t o r i n g  a c t i v i t i e s  d u r i n g  t h e  
s t u d y  p e r i o d .  On c o m p l e t i o n  o f  t h e  d a t a  c o l l e c t i o n  
t h e  co m m i t t ee  w i l l  be  r e s p o n s i b l e  f o r  d a t a  a n a l y s i s ,  
t h e  r e c o r d  k e e p e r s  and compute r  a s s i s t a n t s  o f  t h e  
h o s p i t a l  w i l l  be  i n v o l v e d  i n  t h i s  p r o c e s s .  F i n a l l y  
t h e  a c t i o n  co m m i t t ee  w i l l  draw up t h e  c o n c l u s i o n s  
and make r e co m m en da t io ns  f o r  t h e  h o s p i t a l  management
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t o w a r d s  improvemen t  o f  s e r v i c e s  i n  t h e  o u t  p a t i e n t s  
d e p a r t m e n t .

The s t u d y  w i l l  be  c o n d u c t e d  i n  t h e  summer months  
when t h e  OPD c a s e  l o a d  i s  a t  h i g h e s t  and  p r o b l e m  
s i t u a t i o n  i s  a t  i t s  p e a k .  See T a b l e  3 . 1  f o r  work 
p l a n  i n c l u d i n g  a c t i v i t i e s ,  r e s p o n s i b l e  p e r s o n s ,  t i m e  
p e r i o d  and a p p r o x i m a t e  b u d g e t .

3 . 7 . 1  Work P l a n  o f  t h e  p r o p o s e d  s t u d y

In  t h i s  a c t i o n  r e s e a r c h  s t u d y ,  a l l  t h e  s t a f f  
w o rk in g  i n  t h e  OPD w i l l  be  r e p r e s e n t e d  i n  t h e  work 
p l a n ,  so  t h a t  i t  i s  a combined e f f o r t  r a t h e r  t h a n  
i n d i v i d u a l  show 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  h o s p i t a l .  Th i s  would make t h e  s t u d y  more 
s u c c e s s f u l  i n  t e r m s  o f  c o o p e r a t i o n ,  s e n s e  o f  
r e s p o n s i b i l i t y  and i m p l e m e n t a t i o n  o f  t h e  s o l u t i o n s .
A b r i e f  d e s c r i p t i o n  o f  t h i s  p l a n  i s  shown i n  T a b l e  
be lo w.
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T a b l e  3 . 1

Activity Persons Responsible Time Budget Nu.*

Staff meeting to Researcher, Director 1-7 500.00 =
introduce the action 
research study.

of the hospital. July
1996

US$15.00

Formation of the action Action committee 7-21 5000.00 =
committee ,decide on representing all July US$143.00
problem definition, 
objectives, methodology 
and resources, etc.

levels,
researcher,Director 
of health services.

1996

Modification of Action committee, 22-29 5000.00 =
questions and printing 
of questionnaires

Researcher, July
1996

US$143.00

Request Action committee 1-7 7000.00 =
Director/principal of members, Aug US$200.00
RIHS for the 10 students 
2and start training 
program for the 
surveyors with a pilot 
study.

researcher,IECH & 
Research section for 
assistance.

1996

Actual data collection Surveyors, 7-21 9000.00 =
researcher, committee 
members.

Aug
1996

US$257.00

Data analysis Committee members, 1-14 5000.00 =
record keepers, 
computer assistants, 
researcher.

Sept
1996

US$143.00

Conclusions and Committee members, 21-28 3000.00 =
recommendations. researcher. Sept

1996
US$86.00
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NU = N gu ltru m  (C u rren cy  o f  B hutan) 1USD = 35NU

T h is  b u d g e t  i s  s u b j e c t e d  t o  ch an ge s  b a s e d  on t h e  
a c t i o n  co m m i t t ee  d e c i s i o n s  and v a r i o u s  a c t i v i t i e s .

3 . 8  B u d g e t .

The b u d g e t  r e q u i r e d  f o r  t h e  p r o p o s e d  s t u d y  may be 
a l l o c a t e d  f rom t h e  r e s e a r c h  and d e v e lo p m e n t  b u d g e t  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  c a s e  o f  f u r t h e r  
r e q u i r e m e n t s  c e r t a i n  i n t e r n a t i o n a l  o r g a n i z a t i o n s ,  
su ch  a s ,  WHO, DANIDA and UNICEF can be a p p r o a c h e d  f o r  
f i n a n c i a l  s u p p o r t  o f  t h e  a c t i o n  r e s e a r c h .  s i n c e  most  
o f  t h e  a c t i v i t i e s  w i l l  be  u n d e r t a k e n  by t h e  r e g u l a r  
s t a f f  o f  t h e  h o s p i t a l  and t h e  h e a l t h  s c h o o l  s t u d e n t s  
d u r i n g  t h e  work ing  h o u r s ,  t h e  f i n a n c i a l  i m p l i c a t i o n s  
w i l l  be  minimum. Th i s  may be one o f  t h e  main 
a d v a n t a g e s  o f  t h e  a c t i o n  r e s e a r c h  as  i t  i s  u n d e r t a k e n  
as  a p a r t  o f  day t o  day work r a t h e r  t h a n  a s  a 
s e p a r a t e  a c t i v i t y  which i n v o l v e s  e x t r a  b u d g e t a r y  
r e q u i r e m e n t s .  The a p p r o x i m a t e  e x p e n d i t u r e  o f  t h e  
p r o p o s e d  s t u d y  by a c t i v i t y  i s  i n d i c a t e d  w i t h i n  t h e  
work p l a n  shown i n  Ta b le  2 . 1 .  The n e e d e d  f u n d s  i n  
t e r m s  o f  t h e  b u d g e t  h e a d i n g s  n o r m a l l y  u s e d  f o r  t h e  
p r o j e c t  a c c o u n t i n g  i n  Bhutan  a r e  i n d i c a t e d  i n  t h e  
f o l l o w i n g  T a b l e .
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Ta b l e  3 .2

1. P e r s o n n e l  e n r o l l m e n t s Nu. 1 1 , 0 0 0 . 0 0
2 . T r a v e l  and d a i l y  a l l o w a n c e s Nu. 9 , 5 0 0 . 0 0

3. U t i l i t i e s /  M a t e r i a l Nu. 8 , 0 0 0 . 0 0

4 . M i s c e l l a n e o u s /  r e f r e s h m e n t s Nu. 6 , 0 0 0 . 0 0

T o t a l  = Nu. 3 4 , 5 0 0 . 0 0

T o t a l u s $ = 967 . 00

3 . 9  D e l i m i t a t i o n  o f  t h e  p r o p o s e d  s t u d y .

As a q u a l i t a t i v e  o r  p e r s p e c t i v e  r e s e a r c h  t h e  
f i n d i n g s  o f  t h i s  s t u d y  c a n n o t  be  g e n e r a l i z e d  a s  t h e  
f a c t o r s  c o n s i d e r e d  i n  t h e  s t u d y  a r e  s p e c i f i c  t o  a 
p a r t i c u l a r  s e t t i n g  as  i t  e x i s t s .

3 . 9 . 1  L i m i t a t i o n s  o f  t h e  s t u d y .

Due t o  t i m e  and r e s o u r c e  c o n s t r a i n t s  t h e  sam ple  
s i z e  u s e d  i n  t h e  p i l o t  s t u d y  i s  s m a l l  t o  r e p r e s e n t  t h e  
p r o p o s e d  p o p u l a t i o n  c a t e g o r i e s .  Th i s  l i m i t s  t h e  u s e  
o f  t h e  t e s t e d  i n s t r u m e n t s  and t h e i r  a p p l i c a b i l i t y  i n  
t h e  p r o p o s e d  s t u d y .  Th i s  s u g g e s t s  t h a t  t h e  
i n s t r u m e n t s  s h o u l d  be  f u r t h e r  t e s t e d ,  e s p e c i a l l y  f o r  
c l a r i t y  and a p p l i c a b i l i t y ,  i n  Bhu tan  p r i o r  t o  t h e  
a c t u a l  r e s e a r c h  s t u d y .
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T h i s  a c t i o n  r e s e a r c h  w i l l  c o v e r  o n l y  one o f  t h e  
many p r o b l e m s  i n  t h e  OPD: The q u a l i t y  o f  w a i t i n g  t i m e .  
More i n - d e p t h  s t u d i e s  may be r e q u i r e d  t o  o b t a i n  a 
b r o a d e r  v i ew o f  t h e  p r ob le m s  so a s  t o  f i n d  a p p r o p r i a t e  
h o l i s t i c  and s u s t a i n a b l e  s o l u t i o n s  w i t h i n  t h e  
a v a i l a b l e  r e s o u r c e s .

The f a c t o r s  c o n s i d e r e d  i n  t h e  q u e s t i o n n a i r e  f o r  
s a t i s f a c t i o n  l e v e l  may n o t  be  c o m p l e t e  as  t h i s  
r e f l e c t s  p r i m a r i l y  t h e  p r o v i d e r s  v i ew  more t h a n  t h e  
p a t i e n t s  v i ew .  Th i s  i n d i r e c t l y  l i m i t s  t h e  v a l i d i t y  o f  
t h e  measu re men t  o f  s a t i s f a c t i o n  l e v e l s  o f  t h e  
r e s p o n d e n t s .

I t  may be a p p r e c i a t e d  t h a t ,  w h i l e  t h i s  s t u d y  may 
n o t  be  enough t o  improve  t h e  q u a l i t y  o f  w a i t i n g  h o u r s  
i n  t h e  OPD and p o s s i b i l i t i e s  f o r  o t h e r  s t u d i e s  and 
me thods  may be e x p l o r e d .

3 . 1 0  Summary

In  t h i s  main o b j e c t i v e  i s  t o  i d e n t i f y  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  w a i t i n g  h o u r s  i n  t h e  OPD 
and compare  i t  t o  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 .  The w a i t i n g  t i m e  a t  t h e  v a r i o u s  s e r v i c e  
p r o c e s s e s  i n  t h e  OPD, such  a s ,  r e g i s t r a t i o n ,  
p h y s i c i a n s '  chamber ,  pharmacy ,  x - r a y ,  and l a b o r a t o r y  
s e c t i o n  a r e  u s e d  a c t u a l l y  m e a s u r e d  t o  c a l c u l a t e  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 s .  T h i s  r e s u l t  i s  f u r t h e r  
compared t o  t h e  p e r c e p t i o n  o f  p r o b l e m s  o f  p a t i e n t s  
and t h e i r  s a t i s f a c t i o n  l e v e l s  w i t h  t h e  s e r v i c e s  a t  
t h e s e  v a r i o u s  p o i n t s .  Based on t h e  r e s u l t  o f  a l l
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t h e s e  f i n d i n g s  t h e  a c t u a l  " b o t t l e  ne c k "  i n  t h e  f l o w  
p r o c e s s  can be  i d e n t i f i e d  a l o n g  w i t h  p r o b l e m a t i c  
a r e a s  i n  t h e  s e r v i c e  d e l i v e r y  s y s t e m  i n  t h e  OPD. 
T h i s  f i n d i n g  can be  u s e d  by t h e  h o s p i t a l  management  
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 by 
f o c u s i n g  p r o b l e m  s o l v i n g  a c t i v i t i e s  i n c l u d i n g  
r e s o u r c e  m o b i l i z a t i o n  i n  t h e s e  i d e n t i f i e d  a r e a s .
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