
CHAPTER 4

DATA EXERCISE

P i l o t  s t u d y  In  R a j a v i t y  H o s p i t a l .

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

The p i l o t  s t u d y  was c o n d u c t e d  i n  R a j a v i t y  
H o s p i t a l  which i s  a p u b l i c  h o s p i t a l .  I t  h a s  a 1200 
i n p a t i e n t  be d  c a p a c i t y  and 884 s t a f f  w o r k i n g .  The re  
a r e  a p p r o x i m a t e l y  2500,  o u t p a t i e n t s  p e r  d a y .  The OPD 
(Out P a t i e n t s  Depar tmen t )  N o . 14, t h e  g e n e r a l  OPD, 
s e e s  a p p r o x i m a t e l y  250 o u t p a t i e n t s  p e r  day  and,  i t  
was t h e  a r e a  chosen  f o r  t h i s  s t u d y  i n  o r d e r  t o  g e t  a 
wide r a n g e  o f  p a t i e n t s .  The p e r m i s s i o n  t o  c o n d u c t  
t h i s  s m a l l  s c a l e  s t u d y  f o r  p u r e l y  a c ad e m i c  p u r p o s e  
was o b t a i n e d  t h r o u g h  Dr.  S u r a v i t  T e c h a t u v a n a n . The 
OPD S i s t e r  I n c h a r g e  and t h e  M ed ic a l  O f f i c e r s  a r e  v e r y  
h e l p f u l  and r e s p o n s i v e  d u r i n g  t h e  c o u r s e  o f  my s t u d y  
f rom 1 1 t h  March 1996 t o  30 t h  March 1996.

The main p u r p o s e  o f  t h i s  s t u d y  was:

1.  To t e s t  t h e  d a t a  c o l l e c t i o n  i n s t r u m e n t s  o f  a 
p r o p o s e d  s t u d y  i n  o r d e r  t o  t a k e  c o r r e c t i v e  m e a s u r e s  
f o r  c l a r i t y ,  r e a d a b i l i t y ,  and s u i t a b i l i t y  o f  t h e  
i n s t r u m e n t s .
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2.  To p r e p a r e  dummy t a b l e s  f o r  t h e  d a t a  e x e r c i s e  
i n  my s t u d y .

3.  To e x p l o r e  p o s s i b l e  c o n c l u s i o n s  and 
r e co m m en da t i on s  f rom t h e  r e s e a r c h  s t u d y  t o  p r e p a r e  
f o r  t h e  p r o p o s e d  a c t i o n  r e s e a r c h .

M et ho do lo gy  ะ

Sample p o p u l a t i o n :  The sample  p o p u l a t i o n  o f  t h e  
p i l o t  s t u d y  c o n s i s t s  o f  p u r p o s i v e l y  s e l e c t e d  
p a t i e n t s ,  d o c t o r s ,  and n u r s e s  f rom t h e  OPD No. 14 i n  
R a j v i t y  h o s p i t a l .

Sample s i z e :  Ten p a t i e n t s  and f i v e  s t a f f  f rom 
R a j a v i t y  H o s p i t a l .

The r e s p o n d e n t s  a r e  s e l e c t e d  by P u r p o s i v e  random 
s a m p l i n g  i . e .  t h e  p a t i e n t s  who c o u l d  u n d e r s t a n d  
E n g l i s h  l a n g u a g e  were  ch ose n  and s i m i l a r l y  w i t h  t h e  
s t a f f .  The r e s e a r c h e r  i n t r o d u c e d  h i m s e l f  and t h e  
p u r p o s e  and t h e  o b j e c t i v e s  o f  t h e  s t u d y  t o  t h e  
r e s p o n d e n t s  i n d i v i d u a l l y .  The r e s p o n d e n t s  were  ch os en  
b a s e d  on t h e i r  w i l l i n g n e s s  t o  j o i n e d  i n  t h e  s t u d y .
Few o f  t h e  r e s p o n d e n t s  r e f u s e d  t o  j o i n e d  t h e  s t u d y  on 
p e r s o n a l  r e a s o n s ,  such  a s ,  l a c k  o f  t i m e ,  u r g e n t  work 
a t  home, d i s t u r b a n c e  by t h e  baby  e t c .  I t  was q u i t e  
d i f f i c u l t  t o  g e t  t h e  r e s p o n d e n t s  who knew E n g l i s h  
l a n g u a g e  and t h a t  i s  one o f  t h e  r e a s o n s  why t h e  
sam ple  s i z e  i s  s m a l l .  s i m i l a r l y  t h e  s t a f f  were  
i n t r o d u c e d  t o  t h e  r e s e a r c h e r  and t h e  p r o p o s e d  s t u d y  
i n  t e r m s  o f  i t s  p u r p o s e  and t h e  o b j e c t i v e s .  Only t h e
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s t a f f  who a g r e e d  t o  j o i n  t h e  r e s e a r c h  s t u d y  were  
c h o s e n  as  r e s p o n d e n t s .

I n s t r u m e n t s  u s e d :  O b s e r v a t i o n ,  Q u e s t i o n n a i r e s ,  
I n t e r v i e w .

I .  O b s e r v a t i o n a l  s t u d y  i n  OPD N o . 14.  The p a t i e n t s  
and  a t t e n d a n t s ,  t h e  s t a f f ,  were  c a r e f u l l y  o b s e r v e d  i n  
t e r m s  o f  t h e i r  i n t e r a c t i o n s ,  b e h a v i o r ,  and a t t i t u d e s  
t o  o b t a i n  some key f a c t o r s  which seem t o  be  i m p o r t a n t  
f o r  c a u s a t i o n  o f  l o n g  w a i t i n g  t i m e  i n  t h e  OPD and 
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  s e r v i c e s .  The a f f e c t  
o f  e n v i r o n m e n t  i n c l u d i n g  i n f r a s t r u c t u r e  and t h e  
c l i m a t e  o f  t h e  OPD was o b s e r v e d  c a r e f u l l y .  The 
t axonomy o f  t h e  OPD No. 14 i n  t e r m s  o f  p a t i e n t s ,  
s t a f f  and t h e  i n f r a s t r u c t u r e  was done t h r o u g h  
o b s e r v a t i o n .  C e r t a i n  i m p o r t a n t  a r e a s  l i k e  what  t h e  
p a t i e n t s  do w h i l e  w a i t i n g  f o r  t h e  s e r v i c e s ,  how t h e y  
i n t e r a c t  w i t h  t h e m s e l v e s  and t h e  s t a f f ,  how t h e y  
r e s p o n d  t o  t h e  c l i m a t e  o f  OPD, how t h e  s t a f f  i n t e r a c t  
w i t h  p a t i e n t s ,  who a r e  t h e s e  p a t i e n t s ,  why t h e y  come 
t o  OPD, a r e  a l l  o f  them s i c k  o r  t h e y  came f o r  
s o m e t h i n g  e l s e ,  do t h e y  l o o k  happy,  s a d  o r  i n  h u r r y  
e t c .

The o t h e r  f a c t o r s  l i k e  t h e  e f f e c t  o f  s u r r o u n d i n g  
such  a s  c o m f o r t  o f  w a i t i n g  room, s p a c e ,  t e m p e r a t u r e ,  
a u d i o - v i s u a l ,  news p a p e r s ,  t e l e p h o n e s  and h e a l t h  
e d u c a t i o n  m a t e r i a l s  e t c .  on t h e  p a t i e n t s  w h i l e  
w a i t i n g  were  n o t e d  as  i t  e x i s t s  i n  t h e  r e a l  
s i t u a t i o n .
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I I .  P e r s o n n e l  i n t e r v i e w  o f  t e n  p a t i e n t s  who c o u l d  
s p e a k  E n g l i s h  l a n g u a g e  and f i v e  s t a f f  i n c l u d i n g  t h e  
a d m i n i s t r a t o r s .  The q u e s t i o n n a i r e s  a r e  u s e d  which 
f o c u s e s  on t h e  p e r c e p t i o n  o f  p r o b le m s  i n  t h e  OPD, 
c a u s e s  o f  l o n g  w a i t i n g  t i m e ,  l e v e l  o f  s a t i s f a c t i o n  
w i t h  t h e  s e r v i c e s  i n  t h e  OPD. I t  t a k e s  a p p r o x i m a t e l y  
h a l f  an h o u r  t o  f o u r  h o u r s  t o  c o m p l e t e  t h e  forms  
d e p e n d i n g  on t h e  t y p e  o f  t h e  p a t i e n t  and t h e  
q u e s t i o n n a i r e  form.

I I I .  Time Mot ion  A n a l y s i s .

F i v e  p a t i e n t s  were  c l o s e l y  f o l l o w e d  t h r o u g h  t h e  
e n t i r e  OPD p r o c e s s  and t h e  a c t u a l  t i m e  t a k e n  a t  each  
p o i n t  o f  t h e  p r o c e s s  i s  m e a s u r e d .  I t  t a k e s  
a p p r o x i m a t e l y  one h o u r  t o  f o u r  h o u r s  t o  c o m p l e t e  t h i s  
form d e p e n d i n g  on t h e  t y p e  o f  t h e  p a t i e n t  who n e ed s  
v a r i o u s  i n v e s t i g a t i o n s .  The p a t i e n t s  were  f o l l o w e d  
i n d i v i d u a l l y  w i t h o u t  t h e i r  knowledge o f  b e i n g  
f o l l o w e d .  The r e s e a r c h e r  s a t  a t  a d i s t a n c e  and moved 
a l o n g  w i t h  t h e  p a t i e n t  f rom one s e r v i c e  p o i n t  t o  t h e  
o t h e r .  Time was r e c o r d e d  w i t h  a C a s i o  s t o p  wa tc h  a t  
ea c h  s e r v i c e  p o i n t .  At one t i m e  t h e  p a t i e n t  l e f t  t h e  
OPD i n  t h e  m i d d l e  o f  t h e  p r o c e s s  and n e v e r  came b a c k  
a g a i n ,  p r o b a b l y  he had  o t h e r  p r i o r i t i e s  t o  be  
a t t e n d e d .
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F i n d i n g s .

4 . 1  O b s e r v a t i o n  i n  OPD:

The o b s e r v a t i o n a l  s t u d i e s  i n  OPD N o . 14 shows t h a t  
t h e r e  i s  a d e q u a t e  s p a c e  and s e a t s  i n  t h e  OPD. The 
t e m p e r a t u r e  i s  c o m f o r t a b l e ,  t h e r e  were news p a p e r s  
which keeps  some p a t i e n t s  o c c u p i e d  w h i l e  w a i t i n g  f o r  
s e r v i c e s ,  some p a t i e n t s  a r e  bu sy  w i t h  t h e  p u b l i c  
t e l e p h o n e s ,  some a r e  bu sy  f i l l i n g  t h e  r e g i s t r a t i o n  
f o r m s .  Th e re  a p p e a r e d  t o  be  no v e r y  s e r i o u s  c a s e s  
w a i t i n g  i n  t h e  OPD. Few p a t i e n t s  seemed t o  be  l o s t  
and  were  moving from one p l a c e  t o  a n o t h e r  l o o k i n g  f o r  
a s s i s t a n c e .  Some o f  t h e  p a t i e n t s  who a r e  w a i t i n g  f o r  
t h e  d o c t o r s  a r e  ke p t  o c c u p i e d  by 3 n u r s e s  who ch ec k  
t h e  v i t a l  s i g n s  b e f o r e  b e i n g  s e e n  by t h e  d o c t o r s .
T h i s  p r o c e s s  seemed t o  a p p a r e n t l y  r e d u c e  t h e  
p e r c e p t i o n  o f  l o n g  w a i t i n g  t i m e  i n  f r o n t  o f  d o c t o r s '  
c h a m b e r s .

From a l l  t h e s e  e v e n t s  I f i n d  t h a t  c e r t a i n  f a c t o r s  
l i k e  c o m f o r t  o f  w a i t i n g  a r e a ,  k e e p i n g  o c c u p i e d  w h i l e  
w a i t i n g ,  i n f o r m a t i o n  a v a i l a b l e  w h i l e  w a i t i n g  and 
a t t i t u d e  o f  t h e  s t a f f  a r e  i m p o r t a n t  t o  a n a l y z e  t h e  
c a u s e s  o f  l o n g  w a i t i n g  t i m e ,  and 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  s e r v i c e s .

4 .2  P e r c e p t i o n  o f  t h e  p r o b le m s  by t h e  s t a f f  and  t h e  
p a t i e n t s .  The s t a f f  and t h e  p a t i e n t s  were  a s k e d  t o  
w r i t e  t h r e e  main p r o b le m s  i n  t h e  OPD and t h r e e  main 
c a u s e s  o f  l o n g  w a i t i n g  t i m e  i n  t h e  OPD f rom t h e i r  own 
p e r c e p t i o n  o r  e x p e r i e n c e s .  The r e s u l t  shows t h a t  t h e  
e r c e p t i o n  o f  p r ob le m s  and c a u s e s  a r e  d i f f e r e n t  f o r  t h e  
p a t i e n t s  and t h e  s t a f f  as  shown i n  ( F i g u r e  1-4)  .

rm  ต (พ



The main p r o b le m s  i n  OPD.

(A) S t a f f  p e r c e p t i o n s  o f  p r o b le m s  i n  t h e  OPD. 

FIGURE 4 .1

(B) P a t i e n t  p e r c e p t i o n s  o f  P rob lems  i n  OPD. 

FIGURE 4 .2

0  Complicated service 
■  Less Doctors 
E3 Long Wait
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Main c a u s e s  o f  l on g  w a i t i n g  t i m e  i n  OPD.

(A) S t a f f  p e r c e p t i o n s  o f  c a u s e s  o f  l o n g  w a i t i n g  t i m e .  

FIGURE 4 .3

(B) P a t i e n t  p e r c e p t i o n s  o f  c a u s e s  f o r  l o n g  w a i t i n g  t i m e .  

FIGURE 4 .4

0 Complex 
Service

■  Less Doctors

□  Delay in 
Registration
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T h i s  d a t a  shows t h a t  t h e  p a t i e n t s  ha ve  t o  w a i t  a 
l o n g  t i m e  t o  a v a i l  a s h o r t  s e r v i c e  a t  t h e  pharmacy 
and r e g i s t r a t i o n ,  s i m i l a r l y  t h e  p a t i e n t s  ha ve  t o  w a i t  
l o n g e r  i n  p h y s i c i a n s  s e c t i o n  t h a n  o t h e r  a r e a s .

I t  i s  n o t  n e c e s s a r y  t h a t  t h e  p a t i e n t s  ha ve  t o  
w a i t  l o n g  f o r  a s e r v i c e  t h a t  t a k e s  l o n g e r  t i m e  and 
v i c e - v e r s a .  At  t h e  same t ime- l o g i c a l l y  i t  i s  t r u e  
t h a t  t h e  f l o w  o f  t h e  p a t i e n t  i s  f a s t e r  when t h e  
s e r v i c e  i s  d e l i v e r e d  f a s t .  In  t h e  r e g i s t r a t i o n  and 
t h e  pha rmacy  s e c t i o n  t h e  s e r v i c e  i s  f a s t  b u t  t h e  
w a i t i n g  t i m e  i s  l o n g .  So a d e t a i l  a n a l y s i s  o f  t h e  
f l o w  p r o c e s s  m ig h t  r e v e a l  t h e  " b o t t l e  ne c k "  i n  t h e  
p r o c e s s  t o  f o c u s  c o r r e c t i v e  m e a s u r e s .

Age D i s t r i b u t i o n .  

TABLE 4 .2

Age Number P e r c e n t a g e

15-24 1 10

25-34 3 30

35-44 4 40

45-54 2 20

Over 55 0 0



In  t h i s  s t u d y  70% o f  t h e  r e s p o n d e n t s  a r e  i n  t h e  
age g r ou p  o f  2 5 -4 4 .  So t h e  s t u d y  r e s u l t  do es  n o t  
c o v e r  t h e  whole r a n g e  o f  age d i s t r i b u t i o n .

Sex D i s t r i b u t i o n .

TABLE 4 . 3

Sex Number P e r c e n t a g e

Male 6 60

Female 4 40

No r e s p o n s e 0 0

The s e x  d i s t r i b u t i o n  o f  t h e  s t u d y  i s  3 : 2  male  
f e m a l e  r a t i o  which i n d i c a t e s  t h a t  t h e  s t u d y  r e s u l t  i  
more i n d i c a t i v e  o f  ma l es  t h a n  t h e  f e m a l e s .
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O c c u p a t i o n .  TABLE 4 .4

O c c u p a t i o n Number P e r c e n t a g e  %

Govt .  Employee 4 40

Bu s in ess m an 0 0

Farmer 0 0

Monk 0 0

S t u d e n t 2 20

P r i v a t e  wo rke r 4 40

No work 0 0

O t h e r s 0 0

T o t a l 10 100

The p r i v a t e  w o rk e r s  were  m o s t l y  f o r e i g n e r s  
w o rk i ng  o r  s e t t l e d  i n  T h a i l a n d .  I t  does  n o t  r e p r e s e n t  
a t y p i c a l  Tha i  n a t i o n a l  i n  t e r m s  o f  l a n g u a g e ,  
knowledge o f  t h e  h o s p i t a l  and o t h e r  s o c i o - c u l t u r a l  
f a c t o r .
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P a t i e n t  s a t i s f a c t i o n  s u r v e y :

A. R e g i s t r a t i o n  s e c t i o n .  R e s p o n d e n t s  r a t i n g  o f  
t h e  s e r v i c e s  i n  %.

TABLE 4 . 5

S e r v i c e
f a c t o r s

T o t a l
No.

1 2 3 4 5

w a i t . t i m e 10 20 30 30 20 0

H e l p f u l n e s s 10 10 20 40 20 10

P o l i t e n e s s 10 0 10 30 50 10

Competency 10 0 20 40 30 10

Comfor t  o f
w a i t i n g
room

10 0 10 50 30 10

T o t a l 10 7.5% 18% 38% 30% 8%
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38% o f  t h e  p a t i e n t s  a r e  f a i r l y  s a t i s f i e d  w i t h  t h e  
s e r v i c e s  m o s t l y  w i t h  p o l i t e n e s s  and compe tenc y  o f  t h e  
s t a f f .

30% o f  p a t i e n t s  a r e  s a t i s f i e d  w i t h  t h e  s e r v i c e s  
a t  t h e  r e g i s t r a t i o n  s e c t i o n . _

27.5% o f  t h e  p a t i e n t s  a r e  d i s s a t i s f i e d  a t  t h e  
r e g i s t r a t i o n  s e c t i o n  and i t  i s  m o s t l y  w i t h  t h e  lo n g  
w a i t i n g  t i m e  and h e l p f u l n e s s  o f  t h e  s t a f f .

B. P h y s i c i a n s  s e c t i o n .

F i n d i n g s .

R e s p o n d e n t s  r a t i n g  o f  s e r v i c e s  i n  %. 

TABLE 4 . 6

S e r v i c e
f a c t o r s

T o t a l
No.

1 2 3 4 5

W a i t . t i m e 10 30 40 20 10 0

C o u r t e s y 10 0 0 40 30 30

Conce rn  t o  
e x p l a i n

10 0 10 40 40 10

c o n c e r n  t o  
p r i v a c y

10 0 0 40 40 20

compe tency 10 0 0 30 50 20

T o t a l 10 6% 10% 34% 26% 16%
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34% o f  t h e  p a t i e n t s  a r e  f a i r l y  s a t i s f i e d  w i t h  
p h y s i c i a n s  and 26% o f  t h e  p a t i e n t s  a r e  s a t i s f i e d  w i t h  
t h e  p h y s i c i a n s  e s p e c i a l l y  w i t h  t h e i r  c o u r t e s y ,  
c o n c e r n  t o  e x p l a i n  and p r i v a c y  and t h e i r  co m pe te ncy .

16% o f  t h e  p a t i e n t s  a r e  d i s s a t i s f i e d  e s p e c i a l l y  w i t h  
t h e  w a i t i n g  t i m e  b e f o r e  c o n s u l t i n g  t h e  p h y s i c i a n .

c .  Pharmacy s e c t i o n .  R e s p o n d e n t s  r a t i n g  o f  s e r v i c e s  i n  %;

TABLE 4 .7

F i n d i n g s  ะ

S e r v i c e
F a c t o r s

T o t a l
No.

1 2 3 4 5

W a i t . t i m e 10 10 40 30 20 0

H e l p f u l n e s s 10 10 10 40 30 10

P o l i t e n e s s  o f  
s t a f f

10 0 10 50 40 0

Conce rn  t o  
e x p l a i n

10 20 60 20 0 0

T o t a l 10 10% 30% 35% 22.5% 2.5%
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40% o f  t h e  p a t i e n t s  i n  t h e  pharmacy s e c t i o n  a r e  
d i s s a t i s f i e d  w i t h  t h e  s e r v i c e s  and i t  i s  m a i n l y  w i t h  t h e  
w a i t i n g  t i m e  and l e s s  c o n c e r n  t o  e x p l a i n  t h e  d r u g s .

The h o s p i t a l  management  m ig h t  d i s c u s s  t o  f u r t h e r  
i n v e s t i g a t e  and i d e n t i f y  t h e  " b o t t l e  ne ck "  i n  t h i s  
a r e a .

F i n d i n g s  ะ

35% o f  t h e  p a t i e n t s  a r e  f a i r l y  s a t i s f i e d  w i t h  t h e
s e r v i c e s  and 23% o f  t h e  p a t i e n t s  s a t i s f i e d .

D. X - r a y  s e c t i o n .  R e sp on d en t s  r a t i n g  o f  s e r v i c e s  i n  % 

TABLE 4 . 8

S e r v i c e
F a c t o r s

T o t a l
No.

1 2 3 4 5

W a i t . t i m e 10 10 30 40 20 0

H e l p f u l n e s s 10 0 20 40 30 10

c o n c e r n  For  
p r i v a c y

0 10 30 50 10

compe tency 10 0 10 30 50 10

T o t a l 10 2.5% 17.5% 35% 37.5% 7.5%
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38% o f  t h e  p a t i e n t s  a r e  s a t i s f i e d  w i t h  t h e  s e r v i c e s  
and 35% o f  t h e  p a t i e n t s  a r e  f a i r l y  s a t i s f i e d  e s p e c i a l l y  
w i t h  t h e  p r i v a c y  and compe tency  o f  t h e  s t a f f .

F i n d i n g s  ะ

20% o f  t h e  p a t i e n t s  a r e ' d i s s a t i s f i e d  m o s t l y  w i t h  
t h e  w a i t i n g  t i m e  f o r  t h e  x - r a y .

E. L a b o r a t o r y  s e c t i o n .  R e sp o n d e n t s  r a t i n g  o f  s e r v i c e s  
i n  % .

TABLE 4 . 9

S e r v i c e
F a c t o r s

T o t a l
No.

1 2 3 4 5

W a i t . t i m e 10 0 30 40 30 0

H e l p f u l n e s s

10

0 10 40 40 10

c o n c e r n  f o r  
p r i v a c y 10

0 10 30 50 10

Competency

10

10 10 30 40 10

T o t a l 10 2.5% 15% 35% 40% 7.5%
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35% o f  t h e  p a t i e n t s  a r e  f a i r l y  s a t i s f i e d .  I t  i s  
m a i n l y  w i t h  t h e  c o n c e r n  f o r  p r i v a c y ,  h e l p f u l n e s s  o f  
t h e  s t a f f  and t h e  compe tency  o f  t h e  s t a f f .

18% o f  t h e  p a t i e n t s  a r e  d i s s a t i s f i e d  e s p e c i a l l y  
w i t h  w a i t i n g  t i m e  a t  t h e  l a b o r a t o r y .

F i n d i n g s  ะ

40% o f  t h e  p a t i e n t s  a r e  s a t i s f i e d  w i t h  t h e
s e r v i c e s  a t  t h e  l a b o r a t o r y .

F. O v e r a l l  r a t i n g .  R e sp o n d e n t s  r a t i n g  o f  s e r v i c e s  i n  % 

TABLE 4 .10

S e r v i c e
f a c t o r s

T o t a l
No.

1 2 3 4 5

S t a f f  c a r e 10 0 20 40 30 10

W a i t i n g  t i m e 10 20 30 30 20 0

O v e r a l l
s e r v i c e

10 10 20 40 20 10

T o t a l 10 10% 23.3% 3 6.7% 23.3% 6.7%
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23% o f  t h e  p a t i e n t s  a r e  s a t i s f i e d  w i t h  o v e r a l l  
s e r v i c e s .

33% o f  t h e  p a t i e n t s  a r e  d i s s a t i s f i e d  w i t h  t h e  
o v e r a l l  s e r v i c e s  i n  t h e  OPD.

L i m i t a t i o n s  o f  t h e  s t u d y :

1.  The r e s u l t  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  
t o  o t h e r  h o s p i t a l s  as  t h e  f a c t o r s  c o n s i d e r e d ,  su ch  
i n f r a s t r u c t u r e ,  f a c i l i t i e s ,  f l o w  p r o c e s s  and  manpower 
a r e  s p e c i f i c  t o  R a j v i t y  h o s p i t a l  OPD N o . 14 o n l y .

2.  The s t u d y  r e p r e s e n t s  a s m a l l  p r o p o r t i o n  o f  t h e  
OPD p a t i e n t s  e s p e c i a l l y  t h o s e  who knew E n g l i s h  
l a n g u a g e ,  so i t  does  n o t  r e f l e c t  t h e  p e r c e p t i o n  o f  
g e n e r a l  p o p u l a t i o n  o f  T h a i l a n d .

3.  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  and 
l a n g u a g e  p r o b l e m s  t h e  sample  s i z e  i s  q u i t e  s m a l l  f o r  
t h i s  s t u d y .  Th i s  l i m i t s  t h e  wide scop e  o f  
g e n e r a l i z a t i o n  o f  t h e  s t u d y  t o  a l l  p a t i e n t s  a t t e n d i n g  
t h e  OPD.

4.  The s t u d y  f o c u s e s  on 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, t h e  lo n g  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  o f  t h e  o t h e r  p r ob le m s  may be r e q u i r e d  
t o  o b t a i n  a h o l i s t i c  v i ew o f  t h e  p r o b le m s  t o  f i n d

O v e r a l l  f i n d i n g s :

37% o f  t h e  p a t i e n t s  a r e  f a i r l y  s a t i s f i e d  w i t h  t h e
s e r v i c e s  i n  t h e  OPD o f  R a j v i t y  h o s p i t a l .
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a p p r o p r i a t e  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 o b le m 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 .

5.  The l i m i t a t i o n s  on t h e  q u e s t i o n  s t r u c t u r e  
s h o u l d  be  c o n s i d e r e d  as  i t  m o s t l y  r e f l e c t s  what  t h e  
s e r v i c e  p r o v i d e r s  t h i n k  a r e  t h e  f a c t o r s  f o r  l o n g  
w a i t i n g  t i m e  and p a t i e n t  s a t i s f a c t i o n .

D i s c u s s i o n  and c o n c l u s i o n :

The me thods  u s e d  i n  t h i s  s t u d y  were  b o 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  t y p e s ,  s i n c e  i t  was a 
p i l o t  s t u d y  t o  t e s t  t h e  d a t a  c o l l e c t i o n  i n s t r u m e n t s  
t h e  s a m p l i n g  method  and sample  s i z e  u s e d  i n  t h i s  
s t u d y  was b a s e d  on c o n v e n i e n c e  which c a n n o t  be  done 
i n  t h e  r e a l  a c t i o n  r e s e a r c h  s t u d y .  The r e s u l t  o f  t h i s  
s t u d y  r e p r e s e n t s  a v e r y  s m a l l  number o f  p a t i e n t s  f rom 
a s e c t i o n  o f  OPD, so t h a t  i t  i n  no way p r o v i d e s  a 
c l e a r  p i c t u r e  o f  t h e  r e a l  s i t u a t i o n  i n  t h e  h o s p i t a l .  
I n t e r p r e t a t i o n  o f  t h e  r e s u l t  r e p r e s e n t s  t h e  i d e a  o f  
o n l y  t h e  r e s e a r c h e r  which f u r t h e r  l i m i t s  t h e  
g e n e r a l i z a t i o n  o f  t h e  s t u d y  r e s u l t .  In  f a c t ,  
i n v o l v e m e n t  o f  r e l e v a n t  h o s p i t a l  a u t h o r i t i e s  and 
e x p e r t s  i n  t h e  i n t e r p r e t a t i o n  o f  t h e  r e s u l t  would 
g i v e  a b e t t e r  p i c t u r e  o f  t h e  s i t u a t i o n .

The r e s u l t  o f  t h i s  s t u d y  shows t h a t  t h e  
p e r c e p t i o n  o f  t h e  p r o b le m  i s  d i f f e r e n t  f o r  t h e  s t a f f  
who a r e  p r o v i d i n g  t h e  s e r v i c e s  and t h e  p a t i e n t s  who 
r e c e i v e  t h e  s e r v i c e s  w i t h  few s i m i l a r i t i e s .  T h i s  may 
be  one o f  t h e  i m p o r t a n t  r e a s o n s  why t h e r e  i s  a gap 
be tw e e n  t h e  two l e a d i n g  t o  d i s s a t i s f a c t i o n  w i t h  t h e
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s e r v i c e s .  In  t h e  p r o c e s s  o f  p r ob le m  s o l v i n g  i n  OPD i t  
may be u s e f u l  t o  i n c l u d e  t h e  p e r c e p t i o n  o f  t h e  
p a t i e n t s  t o  o b t a i n  a 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 .

The f i n d i n g s  o f  t h e  s t u d y  show t h a t  t h e  a t t i t u d e  
o f  t h e  s t a f f  i n  t e r m s  o f  p o l i t e n e s s ,  h e l p f u l n e s s ,  
c o u r t e s y  a r e  u p t o  t h e  p a t i e n t s  s a t i s f a c t i o n .  The 
compe tency  o f  t h e  s t a f f  and t h e  c o n c e r n  f o r  t h e  
p r i v a c y  o f  t h e  p a t i e n t s  i s  a l s o  s a t i s f a c t o r y .  The 
m a j o r i t y  o f  t h e  p a t i e n t s  a r e  d i s s a t i s f i e d  w i t h  t h e  
w a i t i n g  t i m e  e s p e c i a l l y  a t  t h e  p h y s i c i a n s  chamber  and 
pharmacy s e c t i o n .  Th i s  i s  n o t  o n l y  t h e  p e r c e p t i o n  o f  
t h e  p a t i e n t s ,  b u t  i s  t r u e  on a c t u a l  me a su re m en t  o f  
t h e  t i m e  s p e n t  a t  t h i s  p o i n t s  t h r o u g h  t i m e  m o t i o n  
a n a l y s i s .  The h o s p i t a l  management  s h o u l d  f o c u s  more 
a t t e n t i o n  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  a t  t h e s e  p o i n t s .

Whi l e  t h e  o v e r a l l  s e r v i c e  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  i n  t h e  OPD o f  R a j v i t y  h o s p i t a l  i s  good t h e r e  
i s  ample room f o r  improvement  e s p e c i a l l y  t o  r e d u c e  
t h e  l o n g  w a i t i n g  t i m e .

Recommendat ions  ะ

The r e co m m en da t io ns  were  made p u r e l y  f o r  ac ad e m ic  
p u r p o s e s  as  m e n t i o n e d  i n  t h e  p u r p o s e  o f  t h e  s t u d y .  I t  
may be n o t e d  t h a t  i f  t h e  above c o n d i t i o n s  were t r u e  
t h e n  t h e  f o l l o w i n g  r ecomm en da t i on s  can be  made b a s e d  
on t h e  r e s u l t  o f  t h e  p i l o t  s t u d y .
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1.  The H o s p i t a l  management  may c o n s i d e r  t o  f o c u s  
on r e d u c i n g  t h e  lo n g  w a i t i n g  t i m e  a t  t h e  pharmacy 
s e c t i o n  and  i n  f r o n t  o f  p h y s i c i a n s  chamber .

2.  The s e r v i c e  e f f i c i e n c y  a t  t h e  pha rmacy  can be 
im pr ov ed  by e n c o u r a g i n g  t h e  s t a f f  t o  be  more 
c o n c e r n e d  t o  e x p l a i n  t h e  d r u g s  r a t h e r  t h a n  j u s t  
h a n d i n g  o v e r  t h e  d r u g s ,  e s p e c i a l l y  t o  t h e  p a t i e n t s  
who a r e  i l l i t e r a t e  o r  t h o s e  who do n o t  know how t o  
r e a d  t h e  l e v e l s  on t h e  p a c k e t .

3.  S i n c e  t h e  s t u d y  shows t h a t  t h e  p e r c e p t i o n  o f  
t h e  p r o b l e m s  i s  d i f f e r e n t  f o r  t h e  s t a f f  and t h e  
p a t i e n t s ,  i n v o l v e m e n t  o f  t h e  p a t i e n t s  t h r o u g h  f o c u s e d  
g roup  d i s c u s s i o n s  o r  o t h e r  b r a i n s t o r m i n g  s e c e s s i o n s  
may be  h e l p f u l  t o  i d e n t i f y  t h e  p r ob le m s  and 
a l t e r n a t i v e  s o l u t i o n s  i n  t h e  OPD.

4.  S h o r t a g e  o f  manpower e s p e c i a l l y  t h e  d o c t o r s  
a r e  r e p e a t e d l y  p o i n t e d  by b o t h  s t a f f  and t h e  p a t i e n t s  
as  a p r o b l e m  i n  t h e  OPD. The h o s p i t a l  management  
s h o u l d  r e v i e w  t h e  number o f  d o c t o r s  i n  OPD and 
c o n s i d e r  a l t e r n a t i v e  s o l u t i o n s  l i k e  t r i a g e  s y s t e m  t o  
s c r e e n  t h e  p a t i e n t s  w i t h  o t h e r  p a r a m e d i c a l  s u c h  as  
n u r s e s  and  h e a l t h  a s s i s t a n t s .

5.  One o f  t h e  p e r c e i v e d  p r ob le m s  by t h e  p a t i e n t s  
i s  c o m p l i c a t e d  s e r v i c e  s y s t e m  i n  t h e  OPD. The 
h o s p i t a l  management  t eam s h o u l d  f o c u s  on r e d u c i n g  t h e  
u n n e c e s s a r y  p r o c e s s e s  i n  t h e  f lo w o f  p a t i e n t s  s u c h  as  
payment  i n  many a r e a s  and show p a p e r s  i n  v a r i o u s  
c o u n t e r s .  The s i g n  b o a r d s  and p o s t e r s  t o  g u i d e  t h e



p a t i e n t s  i n  t h e  OPD h e l p s  a l o t  t o  c r e a t e  a 
p e r c e p t i o n  o f  l e s s  c o m p l i c a t e d  s e r v i c e  s y s t e m .  
( L a r d s i n  H o s p i t a l  D i r e c t o r  s a y s  he fo un d  i t  q u i t  
s u c c e s s f u l  i n  manag ing  t h e  f l o w  p r o c e s s  o f  t h e  
p a t i e n t s ) .
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