The Primary Medical Forum EREE%itiz £ 8% 5 7 #2026 &£

M2 BEHBEESTRFALETERRAH
— IR =RERMNZEERETEAG
ZMifE

(W R EEA B R BRI R B b 1280 Witk 310016 )

(# E)EW: RRAWCE=ZFERNTDELZTREECERENME, Fik: BH2022F8AZRANRTE=FERITLH

CEZNRREME, XA OREEEAEREFERE, RENTLREFPEENE A4t m g EZEX, &
R: ZFERITSAEFFREELERTH L2 N (353£070) 2, EEHEEFEHI1.53%; HF, “BARY” hHEEE
B, £%099.38%, HAHEERGHE “MESE" 4£92.69%, “TAHEET" 1£92.49%, T “RERE” 1“5 EHB
BRI, 2 H87.98%F189.11%., AFERAMEBE/ A WEEREWNME N “HLFALHE T REER L
(15.93%), E4ARGHFECEEARERRG L EAKT (12.65%). BEERS (1234%) %, £ib: HIE=FE
RITERSFERBRP T EREEE, EMSFAE. GERR. ERANAERFMEEENR; Bat@EEXTNEH
w2, NTLHE. MEEGEEFAERATTDMSRE, AERAEZHRRE, RUARBERERR,

[Zia) M aH; wEE; tEXR; NYeE,; RERE

Analysis of Outpatient Satisfaction and Exploration of a Precision Management Model: A Case Study of an Outpatient Satisfaction Survey at

a Tertiary Hospital in Zhejiang
Qin Yujia

( Department of Outpatient Services, Sir Run Run Shaw Hospital, Zhejiang University School of Medicine, Hangzhou, Zhejiang 310016 )

[Abstract] Objective: To evaluate the value of implementing a precision management model for outpatient services at a tertiary hospital in

Zhejiang. Methods: Patients visiting the outpatient department of a tertiary hospital in Zhejiang from August to December 2022
were surveyed using a self-designed satisfaction questionnaire. Issues identified in outpatient services were analyzed, and a
targeted precision management model was developed. Results: The overall average patient satisfaction score was (3.53 =0.70),
with an overall satisfaction rate of 91.53%. "Privacy protection" received the highest satisfaction rating at 99.38%, followed by
"service attitude" (92.69%) and "appointment registration” (92.49%). In contrast, "service quality” and "information
accessibility" scored lower, at 87.98% and 89.11%, respectively. The most dissatisfied item was "whether complaints and
grievances receive timely responses" (15.93%), while other high dissatisfaction rates included physicians' disease explanation
and diagnostic/therapeutic skills (12.65%) and ultrasound room services (12.34%). Conclusion: The outpatient services of a
tertiary hospital in Zhejiang have demonstrated significant achievements in privacy protection, yet shortcomings remain in
service quality, information accessibility, and physician-patient communication. The refined management model can address the
pain points of outpatient services through targeted improvements in disciplinary development, outpatient environment, and
service extension, thereby effectively enhancing patient satisfaction and optimizing the entire healthcare experience.
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