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Service system development in NCD clinic at Chumphuang hospital

under lean thinking & physical distancing
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Abstract

This action research aimed to develop
NCDs service system and describe the satisfaction
of providers and NCDs patients by using PDCA
process. The sample was selected by convenient
sampling. Based on Basic Principles of Lean
Management and physical distancing. Instruments
were (1) Patient care system (2) the patients
satisfaction assessment questionnaire with
reliability alpha of Cronbach coefficient was
0.77 (3) the providers satisfaction assessment
questionnaire with reliability alpha of Cronbach
coefficient was 0.91. Demographic data including
mean, percentage and standard deviation, were
used to analyzed and compare satisfaction of
before and after system development by using
independent t-test statistic.

Results : Based on Basic Principles of
Lean Management and physical distancing, results
revealed that arranging waiting seats to have an
average seating distance at least 1 meter. The
process and time of service were reduced.
Customer satisfaction was higher than before
development significantly (p<.000). Suggestions
were as follows: (1) Research results should
be distributed to multi-disciplinary team for
development (2) Improve the service instructions
in the hospital for the convenience of elderly
participants.
Keywords : Service system development; NCDs

Patients; Basic Principles of Lean Management;
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