
RECOMMENDATIONS

T h e  f o l lo w in g  are s o m e  o f  th e  r e c o m m e n d a t io n s  that h a v e  e m a n a ted  fro m  th e  a n a ly s is , 
d is c u s s io n s  and c o n c lu s io n s  o f  th is  stu d y . T h e s e  are b ro a d ly  in  tw o  g ro u p s  as fo llo w s :

1. General Recommendations
1.1 W a itin g  t im e  had  c o n s is te n t ly  th e  lo w e s t  m e a n  sa t is fa c t io n  sc o r e s  ra n g in g  

from  3 .3 3  in  c a b in s  to 3 .7 3  in  th e  m a tern ity  w ard . A m o n g  th e  d is s a t is f ie d  
g ro u p , th e  m ea n  sa t is fa c t io n  sc o r e  for  th is  d o m a in  w a s  2 .3 7 ,  w h ic h  w a s  
th e  lea st. H o w e v e r , g a th er in g  in fo r m a tio n  o n  le n g th  o f  w a it in g  t im e  w a s  
b e y o n d  th e  s c o p e  o f  th e  s tu d y , as th e  su r v e y  to o l w a s  n o t  d e s ig n e d  for  th is . 
It is  s tr o n g ly  r e c o m m e n d e d  that w a it in g  t im e  b e  s tu d ie d  in  fu tu re, b o th  in  
term s o f  o u tp a tie n ts  and  in p a tie n ts  as an o th er  sep a ra te  s tu d y  fo c u s in g  
m a in ly  on  d u ra tion  and fa c to rs  in v o lv e d  in  w a it in g . H o w e v e r , in  th e  
m e a n t im e  im p r o v in g  e n v ir o n m e n t o f  w a it in g  p la c e s  b y  p r o v is io n  o f  h e a lth  
e d u c a tio n  m a ter ia ls  and c o m fo r ta b le  s it t in g  a rra n g em en ts  s h o u ld  b e  
lo o k e d  in to .

1.2 T h e  c o n c e p t  o f  “ B h u ta n e se  D o c to r in g ” is  a n o b le  o n e  an d  m a y  n e e d  
further a d v o c a c y  and  o p e r a tio n a liz a t io n . S u ita b le  g u id e l in e s  o n  th e  
p h ilo s o p h y , ra tio n a le  and o b je c t iv e s  m a y  b e  w o r k e d  o u t. P r io r it ie s  to  b e  
c o n s id e r e d  in c lu d e  th e  o v e r a ll p o l ic y  o f  G ro ss  N a tio n a l H a p p in e s s , a 
m e d ic a l care  sy s te m  that d o e s  n o t in c lu d e  p r iv a te  p r a c tic e , and  p r o v is io n  
o f  free  m e d ic a l care . O r ien ta tio n  o f  n e w  d o c to r s  p rior  to th e ir  en try  in to  
s e r v ic e  and  se n s it iz a t io n  o f  th o se  a lrea d y  in  s e r v ic e s  m a y  b e  th e  sh o rt-term  
o p era tio n a l p lan . T h e s e  o v e r a ll p r io r itie s  sh o u ld  b e  re ta in ed  for  as lo n g  as  
p o s s ib le .

1.3 T o  g e t a h o l is t ic  p ic tu re  o f  le v e ls  and  p e r c e p tio n s  o f  sa t is fa c t io n ,  
o u tp a tie n ts  and c o m m u n ity  w h o  u se  s e r v ic e s  at th e  N R H  m a y  b e  carr ied
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o u t "as an e x te n s io n  o f  th is  re sea rch  in  future. T h is  w i l l  g iv e  a b e tter  p ic tu r e  
o f  o v e r  a ll s a t is fa c t io n /d is s a t is fa c t io n  a m o n g  th e  c l ie n te le  b a s e  o f  N R H .

1 .4  S h o r ta g e  o f  s t a f f  at th e  N R H  s e e m s  to  b e  a b o t t le n e c k  in  fu lf i l l in g  th e  
e x p e c ta t io n s  o f  p a tie n ts  and  m a y  b e  lo o k e d  in to  s e r io u s ly . T h is  w a s  
h ig h lig h te d  b y  b o th  k e y  in fo rm a n ts  and  p h y s ic ia n s  in v o lv e d  in  th is  stu d y .

1.5 T h e r e  is  a c o m m o n  fe e l in g  that rea l c o m p la in a n ts  at th e  N R H  are p a tien t  
atten d a n ts . 58%  o f  p h y s ic ia n s  fe lt  that m a in  c o m p la in a n ts  in  th e  N R H  
w e r e  p a t ie n ts ’ a tten d an ts. It is  r e c o m m e n d e d  that th e y  m a y  a lso  b e  
su r v e y e d  in  fu tu re for a s s e s s in g  th e ir  p e r c e p tio n s  an d  le v e ls  o f  
sa t is fa c t io n /d is sa t is fa c t io n .

1 .6  O n e  p o te n tia l area for resea rch  is  th e  o u tp a tien t e m e r g e n c y  s e r v ic e s  w h e r e  
m o st  o f  th o se  s e e k in g  care w i l l  b e  in  “n arrow  z o n e s  o f  to le r a n c e ” an d  it 
w o u ld  b e  w o r th w h ile  to  a s s e s s  sa t is fa c t io n  le v e ls  h e r e  a s  a f e w  t im e s ,  
c o m p la in ts  h a v e  b e e n  f ile d  b e c a u s e  o f  s o m e  cr it ica l e v e n t s  h ere .

1 .7  N u r se s  are cen tra l in  in p a tien ts  care  in  B h u ta n . T h e ir  p e r c e p tio n s  a b o u t  
p a tie n t  sa t is fa c t io n /d is s a t is fa c t io n  and  o th er  re la ted  is s u e s  are im p o rta n t to  
b e  c o n s id e r e d  for a s s e s s m e n t  in  th e  future.

2. Specific to the NRH.
T h e  r e c o m m e n d a tio n s  as p ut forw ard  b y  th is  stu d y  p o p u la tio n  m a y  b e  r e v ie w e d  in  
term s o f  its  tem p o ra l c o n te x ts  and  n e c e s sa r y  a c t io n s  in it ia te d  i f  ju s t if ie d . T h e s e  
p e r ta in ed  to th e  fo llo w in g :

2 .1  B h u ta n e se  p e o p le  w a n t to v is it  th e  s ic k  and  a d m itte d  p a t ie n ts  at a n y  t im e  
o f  th e  day. M a n y  o f  th em  b r in g  fo o d  and  o th er  e a ta b le s;  in  fa c t  m o s t  o f  th e  
p a tie n ts  w h o  h a v e  r e la tiv e s  and fr ien d s in  T h im p h u  d o  n o t  ea t h o sp ita l  
fo o d . T h e  p resen t h o sp ita l ru les  a l lo w  p a tien t  v is ito r s /c o m p a n io n s  
u n restr ic ted  a c c e s s  o n ly  fro m  5 to 8 A M , 12 n o o n  to  1 P M , an d  5 to  8 P M . 
B e c a u s e  o f  in a d e q u a te /in c o n v e n ie n t  tran sp ort fa c i l i t ie s  lo c a l ly  or  from  
o th er  parts o f  th e  cou n try , m o s t  o f  th e  t im e  v is ito r s  lan d  up d u r in g  o d d  
h o u rs  at th e  N R H  and  g e t  stran d ed  o u ts id e . G a te k e e p e r s  are str ic t and
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o fte n  th ere  are u n p le a sa n t e x c h a n g e s  o f  w o r d s , an d  e v e n  sc u ff le s .  
R e str ic t io n s  o n  v is ito r s , th e r e fo r e , m a y  b e  r e v ie w e d  e s p e c ia l ly  in  term s o f  
th o s e  c o m in g  fro m  far an d  th o se  v is it in g  p a tie n ts  w ith  s e r io u s  i l ln e s s e s .  
In fo rm a tio n  a b o u t v is it in g  h o u rs , and  r e a so n s  fo r  v is i t o r  r e s tr ic t io n s , m a y  
a lso  b e  w id e ly  c o m m u n ic a te d  for  n e c e s sa r y  c o m p lia n c e  an d  c o n v e n ie n c e .

2 .2  P a tie n ts  s a t is fa c t io n  m o n ito r in g  m u st  b e  an o n g o in g  a c t iv ity  b o th  at 
in p a tie n t  an d  o u tp a tien t  d ep a rtm en ts . In th e  w a r d s , a  s y s te m  m a y  b e  
in st itu te d  for  a sh ort and  p r e c is e  q u e s tio n n a ir e  to  b e  f i l le d  up  b y  
d isc h a r g e d  p a t ie n ts  an d  d ro p p ed  a n o n y m o u s ly  at s o m e  c o n v e n ie n t  
lo c a t io n . T h is  c a n  b e  u se d  to  m o n ito r  q u a lity  o f  ca re  an d  p a tien t  
sa t is fa c t io n  o n  a regu lar  b a s is .

2 .3  A n  ap p rop ria te  b e d  or a rra n gem en t for  r e s t in g  fo r  p a t ie n t  a tten d a n t or  
c o m p a n io n  e s p e c ia l ly  at n ig h t  h a v e  b e e n  h ig h lig h te d  a s  a r e c o m m e n d a t io n  
an d  m a y  b e  lo o k e d  in to .

2 .4  P h y s ic ia n s  m a y  b e  e n c o u r a g e d  to  im p r o v e  c o m m u n ic a t io n s  w ith  th e ir  
p a tie n ts  in  term s o f  th e ir  d is e a s e s /c o n d it io n s  and  th e  ca r e  b e in g  g iv e n .

2 .5  S o m e  form  o f  a u d io  sy s te m  for  c h a n n e lin g  p ray ers an d  r e l ig io u s  h y m n s  
m a y  ad d  a sp ir itu a l d im e n s io n  to th e  o v e r a ll care  o f  p a t ie n ts  at th e  N R H .  
T V  for  en ter ta in m e n t and  h e a lth  e d u c a tio n  as s u g g e s te d  b y  s o m e  p a tien ts  
m a y  n o t b e  a e s th e t ic a lly  ap p rop ria te  at th is  ju n c tu re .

2 .6  H o sp ita l d ie t  m a y  b e  r e v ie w e d ;  its  b la n d  n atu re  m u st  b e  e x p la in e d  to  
p a tie n ts  and  th e ir  a tten d an ts in  ord er  to  a v o id  w a s ta g e  an d  c o m p la in ts .

2 .7  P r o v is io n  o f  h o t w a te r  in  w in te r  for  in p a tien ts  n e e d s  to  b e  c o n s id e r e d .
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