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Improving Administrative Efficiency and Service Quality
by Organizational Change —A Study of Promoting Lean

Chief Circle in a Medical Center in Central Taiwan.
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Abstract

Successful organizational change can provide better service to their customers.
Process transformation is the key to enable the organization to maintain vitality improve
administrative efficiency and upholds the quality of service. In public sector, enhancing
service quality is the major goal of organizations. Thus combining quality management
and organizational change to improve the administrative efficiency and service quality
had become the first priority.

In order to improve administrative efficiency and service quality,5lean chief circles
(LCC) were formed in a pubmicmedical center atcentral Taiwan in 2015. Training
sessions including the current concept and spirit of quality circles, how to design the
structure of the circle, -identifing the problems- of processes requiring change,
developinginnovative strategies to improve them, and implementing the strategies to
accomplish the goal were introduced to each members of these circles. After 5-month
implementation a get together meeting was held to share the results. In the next year,
extensions of the changed processes were continuously carried out to evaluate the
outcome. The present study, a semi-qualitative research, was conducted after the
implementation of LCCs to investigate the effects of LCCs from the perspectives views
of circle members. A total of 10 employees were interviewed including executives and
staffs who were involved in implementing LLCCs and were fully or partially responsible
for processing various administrative operations.

The results shows that the circle members interviewed confirmed that the
implementation of LCCs was effective in improving administrative efficiency and
quality of service of the hospital. This research can serve as a reference
fordecision-makers and executives of other public medical institutions or same-level
medical centers for future improvements.

Key words : organizational change, quality circle, lean chief circle (LCC),
administrative efficiency, service quality
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Frequency of continuing review : 1 year

* In accordance with Declaration of Helsinki and ICH-GCP guidelines, PI is responsible to submit a progress report to IRB two months
prior to the expiration date for an annual review,

Serious Adverse events and SUSAR involving risk to participants must be reported to Ministry of Health and Welfare (MOHW) and
IRB according to current regulation.

Extension of the protocol should be submitted to IRB 2 months before the expired date of the Certificate of Approval.

Closing study report should be submitted to IRB within 3 months after the expired date of the Certificate of Approval.

The IRB has authorization to suspend/terminate the protocol and to withdraw the Certificate of Approval.
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