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Development of a Model for Admitting Patients According to Appointments to
The Hospital in the Outpatient Surgery Department Using Lean Concepts

Nischaya Wongphathorn*, Supranee Tangwong**

Abstract

Purpose: To 1) Develop a model for admitting patients according to appointments to receive
treatment in the hospital and 2) Evaluate the development of a model for admitting patients
for treatment in hospitals by appointment.

Design: Action Research

Method: Surgery patients who had an appointment to stay in the outpatient surgery
department at Samut Sakhon Hospital, total number of 43 people. Tools consisted of mainly
quantitative tools used to collect data, such as 1) service satisfaction questionnaires, and 2)
service duration record forms. The qualitative tools used to improve and develop the
hospital admissions system are lean system tools, which consisted of 1) Drawing a value
stream diagram and 2) Standard practical guideline. Data were analyzed using descriptive
statistics.

Main findings: Most of the sample was male, accounting for 65.1% and more than 60 years

old, accounting for 51.2% (W = 56.62, G = 19.07). Patients who were appointed for a general
surgery took up 76.74%. 32.6% had hypertension, 60.5% had graduated from primary school,
34.9% were employees. After development of the model, the evaluation found that the
average overall satisfaction score of the patients was 4.44. The service time was reduced
from 73 minutes to only 24.93 minutes.

Conclusion and recommendations: All units in the outpatient department are encouraged
to use Lean concept in developing service system to increase service efficiency and the
satisfaction of both clients and service providers.
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