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The Patient Service quality in the Emergency Departments

F.Asgari®, H.Mahjoub.M?, M. Jamali®, H. Khanjani®, S. R. Vahabi*, M. Amani*, N. Zamani*
Abstract

Introduction: Time restraint, heavy workload, limitation of diagnostic procedures and Urgency in
sel ecting treatment Method are among the remarkabl e features of working in emergency units. These
points, along with other particular problems in a selected emergency largest referral unit in
Glean/provincewereour drivingforceto document theweaknessessby using statistiesandinformation
and propose astrategy toimprovethe quality of health carerendered to patients.

Methods:. In a cross-sectional study conducted within amonth period, the quality health of services
rendered to all referrals in emergency units expect, infant emergency unit, gyneochological and
obsterics (0.B.G), and psychiatric caseswere studied, A criterian based questionnairewas designed to
be completed by the observer, then dataweretallied statistically by computer.

Finbings: The number of referral sto the emergency department whilst the study was being conducted
amounted to 2815.0r on the average (84 daily).59.2 percent personally referred, 40.8 percent were
referralsfrom other centersor offices, 42.3 percent were hospitalized and 57.7 percent weretreated as
outpatients. The mean time spent for each diagnostic and treatment procedurals was as follows. The
average time spent by trainers was 29 minutes, the time patient entered the unit until he was actually
admitted took 55 minutes, recordfilling was 16 minutes, prescripitonal procedures 16 minutes, transfer
time to the other departments 18 minutes, the time the emergency patient entered the ward (after
diagnosi sandtreatment procedural s) till hegot theprescription 118 minutes, labresultstook 97 minutes.
EK G results 11 minutes, sonography results 48 minutes, C.T scan from reqursting to return the result
took 27 minutes. During Shahrrivar month in 1381, orthopedic and surgical wards had the most
admissions (39.1and 28.8 respectably). Resident aids in the screening room at the emergency
department were mostly anesthesistsan surgeon aidsall inal only 10.2 percent of the sceener'sfield of
specialty matched thereferees cases. Theaverage CPR and death casesin emergency unit was2.5 and
2 respectably. Early diagnosisin 34% of the caseswere correct and 5.4 percent were wrong. 42.8% of
cases the final dignosis was determined by only one sign or indication. In 15.1% of the cases, there
existed an ambiguity in the patient's diagnosis. The most crowded referral time estimated to have
between 4 to 12p.m (49.4%).

Results: considering the results, the procedures which hinderd the work flow in the selected center
include: diagnositic tests, making decisions on admission, orders, filing procedures. Other
shortcomingsof thesel ected center are; lack of adequatespaceand great number of emergency referrals,
inconsistency of theaid'smajor field of study tothereferralsactual medical complaint, and theabsence
of documentation of final diagosisin some cases.

K ey words: Emergency Services, Time Expectancy Process. Service Delivery Quality.
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