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Application research of innovative service model in outpatient one-stop service center

Juan Cui, Hong Yang, Na Li, Yi Kang, Wenjie Jiang*

Hospital of Shanxi Provincial Corps, Armed Police Force, Taiyuan, Shanxi

[ Abstract] Objective To explore the application effect of innovative service model in outpatient one-stop service
center, and provide basis for optimizing outpatient service process, improving service efficiency and enhancing patients'
medical experience. Methods 50 outpatient patients from our hospital from February 2025 to February 2026 were selected
as research subjects and randomly divided into control group and observation group, 25 cases each. The control group
adopted traditional outpatient service model, while the observation group adopted outpatient one-stop innovative service
model. The time indicators, efficiency indicators, satisfaction evaluation and complaint situations of the two groups were
compared. Results The observation group had shorter waiting time for diagnosis and business completion time than the
control group. The single business completion rate and process accuracy of the observation group were higher than those
of the control group. The comprehensive satisfaction of patients with outpatient services in the observation group was
significantly better than that in the control group. The rate of adverse event appeals during the service process in the
observation group was lower than that in the control group (P < 0.05). Conclusion The application of innovative service
model in outpatient one-stop service center can effectively shorten the medical waiting time, improve service operation
efficiency, enhance patient satisfaction and reduce complaint risks, which is worthy of promotion and application in
outpatient service management.

[ Keywords] Outpatient service; One-stop service center; Innovative service model; Medical experience; Patient

satisfaction; Service efficiency

(2R LR e At & S T R 55 B BT 3 1 IR 5% i R R e 5 SO L R AR 0 AR et , h i
WSS RN L 55 A S i ML P LR R R R AR — b R 55 L R T T2 T
MR SERBRIE RN ALG T TS IRSAAER Ny EREE Ty A, QR Rk S E CLR R i RIS
B AR SEBE RRFRE (R EAK IR, 5 SH BREWAES NSO G, BEWZ. 212, il
RIS P PRRCRAR, BB W R TR BE YT BEGR. i, ERRSSIIRE, S8l “— B, —uh
SEIEE: LA

-163 -


https://cn.oajrc.org/

BIE, MUL, 2R, BRE, EIOK

BB SAEAAE 1112 — b AR 55 v 1 B TR 7T

gl BFRERE” , A RRAE SRS A, TRTT R
RIS R 45 B KT AR ekt LA R S5 i R S
G R 55 AR R, IR IR AT 12 iR 5514 &
PETEIRSS T2 S AR s B G RIS I RL 2% L AT AT
S, BURIE L .

1 BERERHE

1.1 —A&FH

fifiide 2025 4F 2 H & 2026 4F 2 H &1L B4 50
BIVE NN R, R ABENLEC TR NP d . X
M F 13l w124l it 22~73 %, ¥ (46.8
+9.5) % iz A Hi@E 12 16 B, TEITZ 9 fil.
WER: 514 6, 2 11 s FE# 20~75 %, P
(45.94+10.2) %; HizKA: F@E 112 156, TF
11210 . IANARE: OFE 18~75 %, MIHIEA,
FEORAS R AUF,  BBO% 1E ¥ VA8 H L A 58 B TR 25 Rt
BERERHE; QNEREGERITEHE, Tk
FoOWi. BRI, ERAE WS RS — I — 5
Kl%; @RIT MIABERMMERLF, e, AL
R E R . HERR bR O3 6 HORE 7 LRI
R A BB @RS MR . ™ E N D RE
BahG. B WEEGE; ORIKEERAS., LA
SERATEM G 8 H SR M FE . P MER] . 4E
W B RIS TR, ZER LGRS (P
>0.05) .

12 7k

XA (LRI Ti2IRSERD RS #EUR
% A TIREIZIE, fEES . 3. Bl AR
EBA 56 55 09 P B BN 2 AN B 10 2 TR AR IR HEBA | 4K
PR EE, & N2 M Z A & 55 B . A
PAARAEERL 32 5 S48 5], A% AT B P BE
E MRS FE I e B TAE, RITRmAEMRA. MER
5 B B WRH I, ARss T NBON —, A DL 2 R
SHEGE . AR R 1 SEBR 7 oK -

MEH (—ui XA RS £ — 3R
e SE AT IR R GRS, HAR T OIhRe
BESRBERG: BHAHES . 22312, TR,
PRORAT W) UEPARE . RPIEEN. B, HRAR
FETCEAN S SNBSS, T “EZE. FE
hEl AR TAER, SRR S 2
X B2 5 E R . @8 Bl IRAE % Bl ae
MRS 2um 5 — R s BB ARG, LBlL Emd. B
REMYS | JRFRERRESEPEEE . RAME AhEW, &
AT BT 5280 . 2k b S 283 . BERTA

b BREL P EERCR . OfrdEL 5 NSRS A%
WL M AT FEBE S RS, BT
MRS AA 5@ I, sl k%S Bl 5L ER
Frs EPXTEAENL Zd. BN LSRR AT gk
EIE, AT AN, BRSPS ORS, R
NI EHTT RS . @FMREEE: @7 kS h
(I b= QMg S I PIL ST | RS St RS 4
HEWLE, B IR AR S5 5 . SRR, R
PTRS R e MYEE SRR . G R KA
fh: WETIRGERS TR, FRZ KA XIS
%, LI —KZRE. 2SR B, H R0
TFHE D286 T4 e ) 5 BRIT BHIR B AR 2, (172
MR%5 SN A

1.3 MARIGAR

(1) WF[aFEbR: “FIEISH R P35k 5% FpEE A
8] (min) .

(2) WEARIR: LS I 2, RS FEHER
2,

(3) RV RA AWM EEER, MRS
AR RARERENE . BT IPERCR . BAREZ 5
ANMEFEESY, K93 100 43, =90 43 AR, 80~89 43
REEA R, <80 /X AR, LM E= Gl EEA
WED /1% X 100%.

(4) FFEOL: IEFRFREGE, THERFA
AR,

1.4 %it5 7k

& H SPSS 25.0 Guit 53 ke AT B8 o o B BT
BIL (x+s) o, URELECKH ¢ K056 iH7op
DI (%) For, HMIECRH 2% . P<0.05 Nz
RAEGIEE L.

2 R

2.1 FEnd i ARk

W S22 AE 5012 S5 K 50 55 0 45 FE RS 75 TR AR
FXHEA (P<0.05) , W#E 1.

2.2 AEKERITLE

XA L B oMk 55 A5 45 % 20 ], (5 EE 80.00%; T
HEFIER 21 9, AL 84.00%; MELA H KL 45 Ipgh =R
25 B, (L 100%; WFEERZE 25 F], & E 100%:;
(’=7.351, P=0.001) , WEH RIS IpEE% . e
HEF R TR (P<<0.05) o

2.3 BEEHHEEILER

R 10 1] (40.00%) , FEAE 11 4
(44.00%) , RN 4 1 (16.00%) , EiH=E 21 4

- 164 -



BIE, MUL, 2R, BRE, EIOK

QB IR SSREAAE [ 18—l KRGS 0 ) R AT 7

(84.00%) ; WELLHIHE 13 4] (52.00%) , FEAHE
12 1] (48.00%) , A= 045 (0.00%) , S 25

Bl (100%) ; (4*=4.878, P=0.027) ; MZZLH BENFT]
IR SRR B E R TR (P<0.05) .

#= 1 PHLERTEHEARELE (x +5, min)
paxi] = SEAGES I ) S35 55 7 0 3R ]
pagiceiel 25 28.64+5.32 14.36+3.18
WS 25 12.57+3.46 5.29+1.75
t - 6.081 9.426
P 0.001 0.001

2.4 WMIBZIUFRAEF LK

XL R AEHEF 4 6], KAEE 16.00%; WEA K
AERF 0B, RAZE 0.00%;  (=5.493, P=0.001) ,
WER LA RS R A R S R (KT X IR 2 (P
<0.05) .

3 iR

I T2 MR 55 B S 5 7 38 P2 2 R ) B8 ok R i 2
MEREA 2N EER R, FRI 2R T
W R 2 | A5 AR AN K 55 v, 2% 5
I8 R AR (A L AR IR IR i DA AN S
B, N TS B AR R JE AT, 7Y
HTEEST R S5 = T R RIS 50T, BE Xl A | Ik
A IRERARIR S5 07 T I BRI iR 5, £ gt e
M DL B IR B B B R o — i IR S5 AR N
IARALEERE [ 112 SO B BB 5 ), i A AR 25 TR
R IR S IR AR S AP 2 TNV 5%, RefS A R0k b
T, PR RSB AT R, AR —uh R SSF & Al b
MEAH RS, et — IR AHRS MRS P E,
SR S5 R 5 N SCR MR A SR TS,

AW FLEE RN, KA RS A W SR LA AR
A2 5 ) A 4% 7 B B () b 34 B 586 TSR A Gips 5
FIXFHRAE, BB Th R & L ARG . BEA T3
B, BRNS A RURAR O GE R A], (R4 AR ERER Y,
Perm BARIBAT AL, Lk A R N AT [A) P 52 S e
%, VISR T kR g Y, [, WS s vl 55
TREE AR HERA R, R RSB EE A
IR KA RUTEERAE RN PN B, Rets i D i
PEIRARAE S TP, 32 IR 5w A AT SE 1, AR
ERCER R AR, RTHRS R EMER, ERFHE
FETTTH, WERABHEERERR, SFREFNE
ARG, SRR OB IR AR A IR ST T AR S
WEERR T« TP ER AR AN N SOOI SE T T 5 5 B AR 3
I EFIRS . FRR AT e R 5] A e

A TR I, AES 1Y 0 B i R R IR S K,
P> AN G SRR AT IR A, AR TR R R R
BRFR. QIFIRSHEARIZOMBAET LEETRA
S, FIEAR G D 2 R EE SR, S 2L 55 Wik ) 75
H, [FRAEBE BT BURTHE B SSKF, A
NSO Tt 5 R 45 B, AT 112 R85 I 5y 52 3
R E RS BB R R R MR
ks, g 12 RS AR A . AL
R . B R TT I RREE T, R B BEAA IR 5% it o
P T B3 g IR S BL A0,

gr bRTIR, FE112 — i RS b0 N H BT R 55
R, AT A AR R R T R PR IR S5 TR B AR
PETF B R PRARER RS, XA TS IR S5
T BB a7 R 55 ot i B B s o 3, Rl 4
AT BORIY), & GE S RERE T 12 RS B B
MASE

RPN

[ =z a1
FU[T]. R i 52,2024,10(19):160-162.
BHEE TSRS 0T B — 3t SR S5 1 s R R [1]. 3
(e FE,2024,10(24):136-138+142.
R0, 7 0 AL AUR AL B O B DA ] —
uili R 55 o 1 R K R R 23 i (0] 2 AP L CR AT,
2023,27(12):146-148.
TR AR AL 8 — b 2R A0 (9 B FH B 3
I R 1 R 4 BT (0] RS AR B TS B A N 2022,
2(20):207-208.
TR IO YR, E R AU P AR 1 112 —uh R S5
PR R 5 BRI B 4 X R 0,2023,33(27): 142-143.
MRF. “—uh” REBREE G 2T R ] 4
RPr (PR H),2023,(11):165-167

B BT I S5 AR AR 1195 — 3l 3 55 00 FR) 2 P
J
(2] 3

(3]
(4]

(3]

[6]

- 165 -



BIE, MUL, 2R, BRE, EIOK BB SAEAAE 1112 — b AR 55 v 1 B TR 7T

(7] EWBRME A B, A5 26T BPR BGMERRe “ — 3ol [10] 2400, Wi AL AU A R 47 B AE O B AR e (T2 —
e 55 15 S 2 40 IS FH ST (], o [ 7 B2 2,2022,9(08): uli AR 55 7 9 2 RS i o3 A (0] AR = (R AU D,
52-54. 2023,27(12):146-148.

(8 PRI ST OB S RRO) g o 00026 {14 T HAREOFITE 9 b OAIRCFT
fh I EE 2445 14,2023, 11(34):527-528. o A IR ARE S B 4 VT SR

https://creativecommons.org/licenses/by/4.0/

[91 #MVELTTZARSG hOITR “—uh” BRSS HIRCR ML T].
ML A2 54 2022, 18(02):74-T6. MOPEN ACCESS

- 166 -


https://creativecommons.org/licenses/by/4.0/

	1 资料与方法
	1.1 一般资料
	1.2 方法
	1.3 观察指标
	1.4 统计学方法

	2 结果
	2.1 两组时间指标比较
	2.2 两组效率指标比较
	2.3 两组患者满意度比较
	2.4 两组投诉发生率比较

	3 讨论

