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In recent years, the patient selects a medical institution, and hospitals have focused
on the surface layer service in order to increase patient satisfaction. As a window of the
hospital, there is a medical office or service department to support people who visit the
hospital, and it becomes an important function to improve services. However, when we reviewed
the voice of the patients of our hospital, half of the proposed complaints were directed
to the staff: the first is about doctors and nurses to perform direct health care providers
the next was reception and administrative departments. Patients are expecting that there
is no individual difference in performance and hospitality among all staffs. Therefore
capacity building of staff is required

In our organization, we have offered on—-the—job training (0JT) and several training programs
to non nursing staff; but a systematic system has not been introduced yet, therefore | am
working on development of capacity building programs. In addition to design of program,
it is necessary to create a mechanism to help the staff work to achieve their goals
voluntarily.

| developed prototype of OJT supporting tool for the concierge staff in administrative and
service departments of a medical institution. This tool is, for the staff, enhancing
knowledge and required skills continuously on their own. | proposed new approach for the
staff to select the focused work from the task list, to conduct self-learning before
operation, and to review of job at the close of business. Also, | proposed the role of the
leader. To see the value of the proposed system, | conducted formative evaluation and it
shows that the system support to increase the satisfaction and accomplishment, and to help
staff obtain their working skills independently. As further study, revising the system
design and operation is necessary.
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