THESME -$£04% - £05H -20224 10 A

EZTEMEE TEFRSRIFFIREIT R

Analysis on the Present Situation and Countermeasures of Medical Service Complaints
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Abstract: Objective: To analyze the complaint data of a tertiary hospital from January to October in 2022, and discuss how to
improve medical services, so as to provide reference for improving the level of medical services and building a harmonious doctor-
patient relationship. Methods: According to the department classification of 196 complaints in different departments, the contents
of complaints were analyzed and excavated. Results: Through the classification and summary of the complaint department, the
outpatient department accounted for 69%, the administrative and logistics department accounted for 24.4%, and the clinical
department accounted for 6.6%. The problems with high proportion of complaints were the examination of nucleic acid results (35.7%),
non-green code checking (8.7%), information confirmation (7.7%), long queuing time (6.6%) and epidemic situation without holiday
(5.6%). Conclusion: Establish a convenient and fast nucleic acid detection process, refine the epidemic prevention and control
management, integrate humanistic care, optimize logistics management, improve medical comfort and satisfaction, can reduce
medical complaints and further improve the level of hospital service.
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