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Abstract

This action research aimed to develop a patient triage system and study the
effectiveness of the developed patient triage system in the outpatient department of Health
Promoting Hospital, Health Center 2. The research was conducted with 12 professional nurses
and 240 patient medical records from outpatient services between July and September 2024.
The study employed Deming's Plan-Do-Check-Act (PDCA) continuous quality improvement
framework with the following steps: (1) Planning (Plan) by analyzing the current situation,
conducting brainstorming group meetings, collecting current problems, reviewing relevant
literature and research, developing a patient triage system, operational manual, and
evaluation tools. Three experts validated the content validity and reliability testing was
performed. (2) Implementation (Do) by implementing the developed system through briefing
meetings on the developed system operations, reviewing knowledge of patient triage,
followed by trial implementation of the developed patient triage system. (3) Checking (Check)
by evaluating the results of the patient triage system development in terms of triage accuracy
and satisfaction of the sample group after system development. Data were analyzed using
frequency, percentage, mean, and standard deviation. Qualitative data were analyzed through
content analysis. (4) Acting (Act) by using evaluation results to improve and modify the patient
triage system development after trial use, creating a manual, and proposing to administrators
for official implementation.

The research findings showed that: 1) The developed patient triage system consisted
of personnel aspects with specific position qualifications and clear duty assignments, service
system aspects with clear practice guidelines along with supervision, monitoring and
evaluation, and equipment and tools aspects with adequate and ready-to-use equipment
procurement and improvement of various recording forms for convenient use. 2) Patient triage
classification during the new process adjustment period from July to September 2024 showed
correct triage rates of 92.50%, 96.25%, and 97.50% respectively, with incorrect triage rates of

7.50%, 3.75%, and 2.50% respectively. Under triage rates were 5.00%, 1.25%, and 0.50%



respectively, while over triage rates were 2.75%, 2.50%, and 2.00% respectively. Patients
receiving examination according to severity classification were 89.50%, 92.72%, and 98.30%
respectively, while those not receiving examination according to severity classification were
10.50%, 7.28%, and 1.70% respectively. The satisfaction evaluation of professional nurses
showed high levels of satisfaction. Therefore, the results of this system development can be
practically implemented and benefit service recipients and the organization.
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