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Improving Wait Time and Patient Satisfaction

A Report of the Wait Time Improvement Project Team’s Activities
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Abstract :

At Mutsu General Hospital, long wait times for patients have been a problem for many years. In
February 2017, a Wait Time Improvement Project Team (hereafter referred to as PT) was formed
from a variety of employees to tackle the issue. After careful consideration, several measures were
implemented, such as the installation of digital signage to inform visitors of wait time status, the
establishment of a cafe in the waiting room to reduce visitor fatigue, and the introduction of a
system for appointment reservations and times. As a result, in October 2019, average wait time
(the time from check-in at reception to payment) was found to be approximately 2 hours and 37
minutes, a reduction of 21 minutes, and the average time spent with a physician was found to be 3
hours and 4 minutes, a reduction of 54 minutes. Furthermore, based on a survey of visitor and
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patient satisfaction, ratings concerning wait time were found to have improved. The future goals of

the hospital are to continue improving patient satisfaction and wait times while taking into account

the distinct characteristics of being the only general hospital in the Shimokita area.

Keywords: Wait time reduction, satisfaction improvement, wait time project team, Multi-

professional collaboration
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