
CHAPTER 5

PRESENTATION

The o v e r a l l  v i ew o f  t h e  p r o p o s e d  s t u d y  was 
p r e s e n t e d  t o  t h e  e x a m i n a t i o n  c o m m i t t e e .  The p r o p o s a l  
was i n t r o d u c e d  as  an a c t i o n  r e s e a r c h  s t u d y  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  t h e  w a i t i n g  
t i m e  and how 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 .  The 
o b j e c t i v e s ,  p u r p o s e  and r e s e a r c h  q u e s t i o n s  r e l a t i n g  
t o  t h e  p r o p o s a l  were  h i g h l i g h t e d .  The r e l a t i o n  o f  
o t h e r  f a c t o r s ,  su ch  a s ,  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  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  i s s u e  o f  
w a i t i n g  t i m e  were  d i s c u s s e d .  I t  was p o i n t e d  t h a t  t h e  
w a i t i n g  t i m e  by i t s e l f  may n o t  be t h e  r e a l  i s s u e ,  
r a t h e r  i t  i s  a 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 w a r d s  t h e  
q u a l i t y  o f  c a r e  o r  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  
t h e  s e r v i c e s .  T h e r e f o r e ,  i t  may be n e c e s s a r y  t o  have  
a h o l i s t i c  v i ew o f  t h e  i s s u e  more t h a n  t h e  
measu re men t  o f  o n l y  how much t i m e  t h e  p a t i e n t s  s p e n d  
f o r  a v a i l i n g  t h e  h e a l t h  c a r e  s e r v i c e s  i n  t h e  OPD.

The r e s u l t s  o f  t h e  p i l o t  s t u d y  which was done i n  
R a j a v i t y  h o s p i t a l  t o  t e s t  t h e  i n s t r u m e n t s  o f  t h e  
p r o p o s a l  were  p r e s e n t e d  and d i s c u s s e d .  I t  was 
p o i n t e d  o u t  t h a t  t h e s e  r e s u l t  c a n n o t  be  g e n e r a l i z e d  
t o  t h e  o t h e r  s i t u a t i o n s  o r  even t o  t h e  a c t u a l
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s i t u a t i o n  o f  R a j v i t y  H o s p i t a l  b e c a u s e  o f  numerous  
l i m i t a t i o n s  i n  t e r m s  o f  s a m p l i n g  me thod,  s am ple  s i z e ,  
s am ple  p o p u l a t i o n ,  e t c .  The r eco mm en da t io ns  a r e  made 
p u r e l y  f o r  t h e  s t u d y  p u r p o s e  r a t h e r  t h a n  f o r  
g e n e r a l i z a t i o n  o r  f o r  i m p l e m e n t a t i o n  i n  R a j a v i t y  
H o s p i t a l .

In  t h e  p r e s e n t a t i o n  t h e  o v e r - h e a d  t r a n s p a r e n c i e s  
were u s e d  as  shown be low t o  improve t h e  c l a r i t y  o f  
t h e  p r e s e n t a t i o n .
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STRATEGIC ISSUES
TO IMPROVE 

QUALITY OF 
WAITING TIME AND 

HEALTH CARE SERVICES 
IN THE O.P.D. OF JDW J 
REFERAL HOSPITAL I
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PURPOSE OF THE STUDY

■  T o  f in d  w a y s  to  im p r o v e  
s e rv ic e s  in  O .P .D .

■  D e v e lo p  s tra te g ie s  a n d  
p ro g ra m m e s  to  im p r o v e  
s e rv ic e s

■  A  b a s is  fo r  p r io r i t y  s e tt in g  fo r  
e f fe c t iv e  u s e  o f  re s o u rc e s



OBJECTIVES
■ SHORT TERM OBJECTIVES

- Identify factors for improving 
quality o f waiting time services

- Analyze behavior, attitude and 
experience o f stakeholders

- Identify alternatives to over 
come the constraints



■  MEDIUM TERM 
OBJECTIVES

- Identify important areas for 
action research for improvement o f 
services

- Provide information to other 
hospitals services improvement
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I  ■  LONG TERM OBJECTIVE
To provide a rationale and 

develop guidelines for “ Hospital 
Management System” in the country
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■ แ
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What are the strategic issues which 
may effectively improve the quality 
o f waiting time?
How long do the patients actually 
wait to avail health care services in 
the OPD? Is the time spent 
appropriate?
What are the factors contributing to 
the quality o f waiting time in the 
OPD?
What are the perspectives of those 
involved or the stakeholders?
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AIM OF THE STUDY
■  O v e ra ll s e rv ic e  e ff ic ie n c y  o f  

e a c h  o f  5  m a in  se c tio n s  :

II registration, doctors’ chamber, 
pharmacy, 

x-ray, laboratory

;• ■  P e rc e p tio n  o f  p ro b le m s  in  O P D .
- waiting time

- helpfulness o f staff / concern for 
privacy

- competencies

- comfort o f waiting room
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AIM OF THE STUDY
(c o n t.)

■  C o m p a re  w ith  a c tu a l w a it in g  
t im e  m e a s u re d  b y  t im e  m o tio n  
a n a ly s is

m a k e  re c o m m e n d a tio n s  fo r  
im p r o v e m e n t o f  s e rv ic e s  in  th e  
O P D . !
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■ The sample population
■ Instruments
■ Technique
■ Budget and workplan
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