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Table 1 Patient’s Satisfaction in Diabetes Clinic Pre and Post LEAN (n=50).

Pre-LEAN Post-LEAN

Satisfaction
Highest High Moderate Low Lowest Highest High Moderate Low Lowest

Convenience and speed in service

The speed of the process is 5 15 27 3 - 15 25 10 - -
available (From visit to go home)

System managed service is a first 29 14 4 2 1 32 14 4 - -
(Queue system)

Providing a quick and easy 8 16 25 1 - 18 26 6 - -
dispensing

Quality in service

Available tools 11 30 9 - - 15 33 2 - -
Personnel have knowledge and 33 10 7 - - 34 11 5 - -
talent in service

Doctor followed by Clinical Practice 35 10 5 - - 35 12 3 - -
Guidelines

Courtesy and empathy

Personnel have service mind 42 4 4 - - 43 7 - - -
Personnel attention and caring 39 6 5 - - 40 5 5 - -
as well

Personnel advice in good verbal 32 16 2 - - 42 4 4 - -
and polite

Give information about health care and service

Give in patients’ need 33 12 5 - - 33 14 3 - -
The pharmacist explains how to use 22 20 8 - - 21 22 7 - -
each drug clearly

Adequate information and channels 18 17 14 1 - 28 18 4 - -
Service charges and costs

Appropriateness of service charges 42 6 2 - - 41 5 4 - -
and drug costs
Worthiness of service charges 44 3 3 - - 46 3 1 - -

and drug costs

Building and facilities

Separate property. Easy to use 40 7 - - 45 3 2 - -
Safety 44 3 - - 44 4 - -
Clean 45 5 - - - 43 7 - - -
Clear direction. 39 8 2 1 - 40 8 2 - -

Total (%) 6233 2244 14.22 089 0.11 68.33 24.89 6.78 0 0
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Table 2 Personnel’'s Satisfaction in Diabetes Clinic Pre LEAN (n=12) and Post LEAN (n=11).

Pre-LEAN Post-LEAN

Satisfaction
Highest High Moderate Low Lowest Highest High Moderate Low Lowest

Achievement - 10 1 1 - 8 2 1 - -
Acceptance 6 3 2 1 - 7 3 1 - -
Job description 1 8 3 - - 2 6 3 - -
Self decision 1 3 5 2 1 5 3 3 - -
Development in knowledge and skill 9 2 - - - 10 1 - - -
Emolument 4 6 1 1 - 4 7 - - -
Administration 9 1 1 1 - 10 - 1 - -
Justice 10 2 - - - 10 1 - - -
Stability 7 4 1 - - 7 4 - - -
Relationship 7 2 2 1 - 9 2 - - -
Environment 11 1 - - - 10 1 - - -
Progressive in work 1 1 2 - 2 1 - -
Social 2 1 - - 9 1 1 - -
Work affects in life 2 1 1 - 2 1 - -
Total (%) 5357 2798 1113 655 059 6948 2273 7.79 0 0
52 Table 3 Pre and Post LEAN in Diabetes Clinic.
Diabetes Clinic Pre-LEAN Post-LEAN
Number of service points 8 8
Number of personnels 12 11
Number of service procedures 27 24
Time of service (minute) 1412 62.2
Distance of service (meter) 111 77
Efficiency service (%) 33.36 65.90
Patient’s satisfaction high to the highest level (%) 84.77 93.22

Personnel’s satisfaction high to the highest level (%) 81.55 92.21
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Table 4 Mean Score of Patient’s Satisfaction in Diabetes Clinic Pre and Post LEAN.

Pre LEAN Post LEAN
Satisfaction P
MEAN SD MEAN SD
Convenience and speed in service
The speed of the process is available 3.44 0.44 410 0.35 < 0.001
(From visit to go home)
System managed service is a first 4.36 0.48 4.56 0.43 0.219
(Queue system)
Providing a quick and easy dispensing 3.62 0.23 424 0.21 < 0.001
Quality in service
Available tools 4.04 0.34 4.26 0.55 0.063
Personnel have knowledge and talent 452 0.53 458 0.24 < 0.001
in service
Doctor followed Clinical Practice 4.60 0.29 4.64 0.39 0.753
Guidelines
Courtesy and empathy
Personnel have service mind 4.76 0.54 4.86 0.23 0.307
Personnel attention and caring 4.68 0.32 470 0.29 0.752
Personnel advice in good verbal and 4.60 0.22 4.76 0.53 0.064
polite
Give information about health care and service
Give in patients’ need 4.56 0.36 4.60 0.42 0.756
The pharmacist explains how to use 428 0.48 428 0.12 1.000
each drug clearly
Adequate information and channels 4.04 0.21 448 0.32 0.005
Service charges and drug costs
Appropriateness of service charges and 4.80 0.32 4.74 0.41 0.587
drug costs
Worthiness of service charges and 4.82 0.15 4.90 0.34 0.377
drug costs
Building and facilities
Separate property. Easy to use 474 0.32 4.86 0.44 0.244
Safety 4.82 0.56 4.84 0.39 0.841
Clean 4.90 0.42 4.86 0.12 0.543
Clear direction. 4.70 0.31 476 0.25 0.610
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Using LEAN Concept to Increase Efficiency Service in

Diabetic Clinic, Public Health Center, 67 Taweewatthana

ABSTRACT

This research was a descriptive study.
The purpose was to enhance efficient services
with LEAN concepts in Diabetic Clinic over
a one-year period (February 2012 to March
2013). The results were summarized by
comparing pre- and post LEAN training. The
statistics used were mean, percentage and
unpaired t-test. Study results after using LEAN
concepts found services efficiency increased
32.6%, a total of 8 service points from the
original, i.e., queue, search record, drawing
blood, screening, doctor room, counseling,
finance, and taking medicine. Service proce-
dures were reduced 11.1%, the average time
of service decreased 55.9%, the distance of
service was reduced 30.6% and the satisfac-
tion of diabetic patients increased from high

to the highest level, 8.5%. Convenience of

J Public Health 2014; 44(1): 45-57

Suthee Saritsiri

services improved with significance (p < 0.001)
and satisfaction increased from high to the
highest level as most of the personnel
increased 10.7%. Study results showed that
LEAN concepts were applied by setting the
value at each step. The services improved by
eliminating steps that wasted time, such as
a reduced time by preparing medical records
in advance, breaking up space proportion in
the Diabetic Clinic and separating from the
general clinic. Typing errors were reduced
as well as the number of drug prescription
in recent times to determine the duration of
appointment dates and patients, etc. These
actions could improve the efficiency of

Diabetic Clinic services.

Keywords: concept LEAN, diabetes clinic,

increased efficiency service
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