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Orders transcription is one of the most important jobs in the in-patient service
system, as it is a service system that constitutes hospital main functions. Most of the problems
in orders transcription are related to issues of quality, quantity, time, and satisfaction. The
problems in orders transcription are work overload within limited time frames, incorrect
orders transcription, incomplete orders transcription, late delegation of activity, and
dissatisfaction of involved persons.

The development of a suitable model for orders transcription service model can
resolve these problems. This study was designed as quasi-experimental research in two
groups: pre-test and post-test. Management principles were applied in designing the new
orders transcription service operation model, which was implemented at Bangkok
Metropolitan Administration General Hospital in the Male medical ward for 3 months. The
Female medical ward functioned as the control group. The orders transcription services'
activities, satisfaction and suggestion from involved persons were recorded before and after
implementing the new model. Descriptive statistics, Chi-square test, Fisher's exact test,
Wilcoxon signed rank test, and t-test at the level of p = 0.05 were used to compare the results.

After implementation, the following improvements were observed: quality of orders
transcription in terms of readiness rate before working in each shift (p= 0.004), accuracy rate
for each step of orders transcription (p=0.016), correctness rate of orders transcription (p<
0.001), accuracy rate before assigning (p< 0.001), satisfaction of involved persons did not
decrease; time consumed in orders transcription did not increase; and cost of orders
transcription did not increase also. The quality of the performance of the task involved in the
process was improved even though staff numbers decreased.

These results demonstrate that this new model is highly efficient and appropriate for
the experimental area. The keys to success were a suitable model, appropriate model
implementation, participative management approach, no increased in resource used, easy and
practical procedure and assignment form. The emphasized points were the preparation of
people involved, monitoring and continuing evaluation. The utilization of these concepts,
methods and techniques could be applied to increase the effectiveness of other services in the
hospital. Furthermore, this model should be continually implemented for at least 1 year and
close monitoring and continuing evaluation be performed to improve and develop the model to
achieve higher efficiency. The application to other jobs in the hospital or other hospitals were
also recommended.
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