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Abstract

I ntroduction: waiting time affects medical services quality aradients' satisfactioQuality Function

Deployment (QFD) method is the most effective unstents for improving quality; and is used to assess
customers' needs and increase their satisfadfienused the QFD method to identify strategies thuce

waiting times in the emergency department of faighdspital-in Shiraz, 2012.

M ethods: The major stepsf the study included determining the mean of thients' waiting time,
identifying the customers' needs and expectatidmeugh interviews(n=80), identifying the service
elements through interview®=15), ‘determining relationship between the p#tieexpectations and the
service elements, determining relationship betwien service elements based on the house of quality
analysis through QFD Designer softwadlesigning the service quality model, and presgrdirategies.
Results. The mean waiting time of the clients of the emeoyedepartment through 20 processes was
335198 minutesThrough identifying 13ustomers' needs and expectations ande2@ice elements, nine

service elements wereprioritized as the componeitervice quality model in three levels includirig
physical space of physician's room;i@provement of nursing services, hoteling faciitienpatient room,
and triage space; and 3) improvement of guide systproviding welfare facilities for patients' coampons,
and improving waiting room.

Conclusion: Considering patients' expectations, the qualitglehaesigned in the present study can be
used as a comprehensive guide to improve qualitgen¥ices provided by the emergency department.

However, complexity of the model and time-consumingcedures are among the limitations of using the
QFD method.

Key wor ds: waiting time, quality, quality function deploymehibuse of quality
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