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Abstract

The aims of the research were to study the problems, needs and to improve the service process
based on the LEAN concept in outpatient department, Faculty of Medicine Vajira Hospital. The
questionnaire and semi-structured interview were determined from March 2013 to April 2014. The
samples were 400 clients. The key informants were twenty five of nursing chiefs and the nurses. The data
were done by statistical analysis and the content analysis. The results were showed that the highest

satisfaction of the clients with the services of outpatient department was the reliability/security services.
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The most of clients need to shorten the waiting time (17.75 percent). The service process of outpatient
department was improved based on the LEAN concept and a new chart assignment was designed from the
original of the 5 steps containing 24 processes to 5 steps containing 37 process. The index of service

quality measurement was totally 27 items.
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