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Study on optimizing outpatient service process and improving patient satisfaction

Jiali Wei
Shanghai Traditional Chinese Medicine Hospital Shanghai

[ Abstract] Objective: To study and analyze the value of optimizing outpatient service process in improving
patient satisfaction. Methods The out-patient department of our hospital will implement the optimized service process
management in 2020. The out-patient department in 2020 will be the observation group, and the out-patient department
in 2019 will be the control group. The patient satisfaction under different management processes will be analyzed.
Results 100 obvious patients were selected as the survey objects in the two time periods. The satisfaction of the
observation group and the control group were 98.0% and 86.0%, respectively. The data difference was statistically
significant (P<0.05). The quality of outpatient care in the observation group was higher than that in the control group
(P<0.05); The average waiting time in the observation group was (12.3 £ 0.1) min, which was significantly shorter than
that in the control group (46.6 = 2.9) min (P<0.05). Conclusion Optimizing the outpatient service process can
significantly improve the service quality and patient satisfaction.
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