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Abstract

This developmental research aimed (1) to create a process for
reducing patients’ waiting times in standby queues for a surgery and (2)
make a comparison of average waiting times in standby queues for a
surgery pre- and post-implementation of the LEAN approach for reducing
waiting times in standby queues, both in the Surgery Department at
Bumrungrad International Hospital.

The study was undertaken in a sample of 200 patients selected
as per the established criteria out of 2,000 patients registered for a surgery
in the hospital’s Surgery Department during 2018—2019. The instruments
used in this research were: (1) the LEAN approach for standby waiting
time reduction; and (2) a survey form for collecting data on waiting times
in standby queues at the hospital’s Surgery Department.

The results showed that: (1) the LEAN approach process
developed for reducing waiting times in standby queues could decrease
the average waiting time from 2 hours 35 minutes before intervention to 1
hour 34 minutes after intervention — a 43% reduction; and (2) the waiting
time reduction were attributable to the use of the newly developed
workflow process and revised appointment scheduling management for
standby queues, based on the time periods of services and the types of
clients.

Keywords: Waiting time reduction, standby queue, LEAN theory
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