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A PARTICIPANT OBSERVATION STUDY TO DEFINE THE INFORMATION NEEDS AT A HOSPITAL RECEPTION

MOTIVATION

e Hospital receptions are the first RESEARCH AIM

and vital contact point for patients, visitors,
and others 12

e Providing information athospital receptions
may have positive impacts 34

e Research gap in investigating information
needs at hospital receptions ¢

STUDY DESIGN

METHODOLOGY

What information do patients, visitors, and employees
need from the hospital receptions, and how
are these requests answered?

e Participatory observation in a Bavarian hospital reception
for seven consecutive days

STUDY EXECUTION

e Timeline from December 5% to 11, 2022, at the
hospital Reception of ,Kliniken am Goldenen Steig”,
a hospital in Freyung, Bavaria, Germany

e During an average week, avoiding public holidays
or other disruptive factors

e Monday to Friday between 06:45 and 20:00 and on
Saturday/Sunday between 08:00 and 18:00

e We documented all interactions using a predefined observation
sheet to quantitatively evaluate on-site events directly *

e Classification in 17 categories based on the request content

MAYOR FINDINGS

1] CHARACTERIZATION OF THE INFORMATION NEEDS AND QUESTIONERS

e During the seven day study period, 1,170 people interactions were observed, and a total
of 1,499 requests were registered at the hospital reception

e Varying information needs to be shown in Fig. 1: Visitors account for 51.3 % of all requests,
followed by patients at 38.5 %, employees at 5.3 %, and other stakeholder at 1.6 %

e Presenting a COVID-19 test certificate is the most common request across all stakeholder

e Visitors' most common request is submitting a COVID-19 test certificate, followed
by inquiries about a specific patient and visitation rules

e Patients primarily require assistance with appointment reqgistration
and arrive with pain and need to be forwarded

e Employees have the fewest inquiries, primarily requesting general staff administration,
small talk, and depositing or lending keys

FIG.1 - REQUESTS TO THE HOSPITAL RECEPTION
PER CATEGORY AND GROUP OF PEOPLE

Patients B  Visitors Employees
Show COVID-19 test certificate — [l s7¢
Information about patient — 37,6 2,5
Appointment registration — Py 5 3,8
General staff administration — [ 62 367
Arriving person with pain — 32 31,3
Orientation question — [&y 2,2 2,5
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During a single interaction, the same person can make multiple requests on different topics.

DISCUSSION

e Study provides a comprehensive understanding of hospital reception
information needs of patients, visitors, and employees

e Most common requests were related to COVID-19 tests, patient information,
and appointment registration

e Short answers were able to resolve most requests within a minute

e Limitations include using an ad-hoc sample and potential bias
from multiple observers, limiting generalizability ’
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2] CHARACTERIZATION OF THE ANSWERS

393 concrete answers were recorded, with trivial answers to short questions not listed

Requests could be solved by route descriptions (53.9 %), data exchange (16.8 %],
item exchange (8.9 %), phone calls (8.1%), visiting rules (5.1%],
escort service (4.6 %), and other (2.5 %)

On average, one hospital reception interaction needs 65s and on median 33s
The majority of requests can be solved without a long answer or high complexity

Queue length at the hospital reception was short during the observation period,
with most people being first in line

FIG. 2 — MOST FREQUENT REQUESTS AND CLASSIFICATION
IN THE HOSPITAL RECEPTION SERVICETIMES

Mon. — Fri. l Sat. — Sun.

Appointment registration —

I
Information about patient — ST
Show COVID-19 test certificate — 1|
Arriving person with pain — I
General staff administration — I
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Information needs peak between 10:00 and 15:00.

CONCLUSION

Our results indicate a range of different information needs, as seen in Fig. 1,
which need to be addressed by the hospital reception

Study provides valuable insights for developing user-centered solutions
for hospital reception

Further studies with hospital reception support through touch terminals
and service robots

Further studies in other hospitals and regions
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