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Application effect of KANO analysis model in hospital outpatient management and service quality improvement

Bao Shengxian Ma Wenting Wang Ying (corresponding author)
(Tonghua Central Hospital, Jilin Tonghua 134001)

[Abstract] Objective: To analyze the application of KANO analysis model in hospital outpatient management and service quality

improvement. Methods: in our 2021.05~2021.12 in our outpatient patients, select 200 outpatient patients to participate in the
study, according to the first half of 100 cases and the second half of 100 patients with reference group, group respectively, in the
first half and the second half of the routine outpatient management and service respectively, KANO analysis model of outpatient
management and service, than the implementation effect. Results: The complaint rate (14.00%), nursing dispute rate (8.00% )
and nursing adverse event rate (22.00%) were all higher than the study group (2.00%, 1.00%, 3.00%), while the study group
was higher than the reference group, with significant difference, P <0.05; and the total score of the study group were higher than
the reference group, P <0.05. Conclusion: The application of KANO analysis model in hospital outpatient management and
service quality improvement is excellent, which can promote the improvement of outpatient service quality, improve the quality

of hospital outpatient management, improve patient satisfaction and treatment compliance, and reduce nursing adverse events.
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