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Fig. 1 Outpatient Waiting Time Survey Questionnaire:
Four questions plus a free comment section.
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Fig. 2 Wait time to see a doctor: About two-thirds of the
patients were admitted within 60 minutes. The average
waiting time was 48 minutes.
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Fig. 3 A: Satisfaction with waiting time before our efforts:
31.9 % were very satisfied, satisfied, or somewhat
satisfied. The level of dissatisfaction exceeded that
of satisfaction.

B: Satisfaction with waiting time after our efforts :
The percentage of patients who reported being
very satisfied, satisfied, or somewhat satisfied was
415 %. Compared to Phase I, the percentages of
satisfied and dissatisfied patients were reversed.
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Fig. 4 Change in patients' satisfaction by waiting time: Satis-
faction decreases markedly when waiting time exceeds
30 minutes.
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Fig. 5 Outpatient waiting room release card: A set of two
cards with perforations. When a patient wanted to leave
the outpatient waiting room, they submitted one card
to the receptionist.
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CHANGES IN SATISFACTION WITH REGARD TO OUTPATIENT WAITING
TIMES FOLLOWING EFFORT BASED ON KJ ANALYSIS OF SURVEY RESULTS
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Abstract :

Objectives : One of the most critical issues for any medical facility is the outpatient waiting time. We
conducted a survey of outpatient satisfaction regarding waiting time and examined whether actions tak-
en based on an analysis of patients' opinions would lead to an improvement in patient satisfaction.

Patients and Methods: A survey on outpatient satisfaction regarding waiting time was carried out on
313 patients between June and August 2017. All the freely stated opinions were extracted, and the in-
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formation was integrated using the KJ analysis method.

Based on the results, we established three plans of action: (1) improvement of a physician's cordiality
during medical examinations, (2) introduction of outpatient waiting room release cards, and (3) placement
of free reading booklets in the waiting rooms. Three months after the start of the above endeavor to
improve the situation, the same survey was carried out yet again.

Results: The percentage of patients who answered "somewhat satisfied, satisfied, or very satisfied" re-
garding outpatient waiting time was 31.9 % before the effort, but had improved to 41.5 % after the effort.
The most crucial factor for satisfaction with waiting time was "good response by the doctor" at 29 %,
followed by "announcement of how long it will take to be called" at 20 % and "reading magazines in the
waiting room" at 18 %.

Conclusion : Without any reduction in waiting time, it was possible to increase patient satisfaction
through efforts that were set up using the KJ analysis method based on patients' opinions. The efforts
were easy to undertake and the needs from the patients' viewpoint were consistent, which enabled us to
provide increased patient satisfaction. (Nishinihon J. Urol. 85: 346-352, 2023)

key words : waiting time, KJ method, patient satisfaction




