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ABSTRACT

An increasing number of patients causes various problems for most, if not
all, public hospitals, such as limitation of care services, crowding of patients waiting
for services in certain areas of hospitals, and delay of services given to patients. This
research studied the process of medical care services by using the Medicine
Department of a large public university hospital in Thailand as a case study. This
research was aimed at understanding the processes, resources, and time in the chain of
medical care services. Data were collected from the patient statistics from the hospital
and by observing the real operation in the hospital. The goodness-of-fit test was used
to select the service time distribution. A computer simulation technique was applied by
using a software package called Arena. Four main strategies were designed and
analyzed; namely, 1) adding more physicians in the diagnosis process, 2) adjusting
working schedule of physicians, 3) adding more pharmacists in the receiving medicine
process, and 4) a combination approach. The results revealed that the second, third and
fourth strategies could reduce the waiting time in some activities. It also reduced the

total time patients have to spend in the system.
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