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Abstract: Long waiting times are a major challenge in the outpatient departments of hospitals in
Thailand. This study examines the outpatient service process in a hospital that serves an average of
120 patients per day. Patients typically spend a substantial amount of time waiting rather than receiving
medical care, averaging approximately 1 hour and 49 minutes. Specifically, the average waiting time at
the medical history-taking station was 29.48 minutes, exceeding the standard of 20 minutes. Moreover,
patients waited an average of 35.54 minutes before physician consultation, which surpasses the
standard of 30 minutes. To address this issue, eight appointment scheduling scenarios were designed to
better distribute patient arrivals throughout the day. These scenarios were simulated using Arena
Simulation to evaluate their effectiveness. The results indicated that the scheduling model assigning
patient appointments every 30 minutes, with a higher concentration of appointments in the later hours,
was the most effective. This scenario reduced the total time in the system by 29.03%, decreased the
average waiting time at the medical history-taking station to 20.33 minutes (a 30.98% reduction), and
lowered the average waiting time before physician consultation to 33.45 minutes (a 25.90% reduction),
compared with the current process. These findings provide practical insights for improving outpatient

scheduling and reducing patient waiting times in hospital settings.
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