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The objective of this study is to reduce the waiting time in the hematology/oncology infusion center and enhance patients' satisfaction in the oncology department by implementing the queuing theory.

The author observed that the long waiting time for treatment, especially among the patients in the oncology department is a major challenge, which affects the healthcare system and service delivery. The long waiting time also affects the healthcare sector’s image among the members of the public. Although the long waiting hours in hospitals is a recurrent issue, there is no proper advancement made towards revising this situation.

This project aims to implement queuing theory in the infusion center to correct the above-identified problem. Queue theory is highly essential as it can facilitate the flow of patients and change it from inpatient to ambulatory care setting’s flow. Moreover, the flow of patients was transformed as the queue theory simplified the process. Thus, the Health Service Executive (HSE) model was chosen to implement the change. The model was considered the most suitable for the project because its flexibility and capability to be reversed to the previous stage and adjusted at any time.
The study used a number of evaluation approaches, to assess the situation before and after the change. The results showed a high level of success regarding the project’s implementation.

The research was conducted on 50 randomly selected patients, whose opinions and views were reviewed before implementing the change. The analysis of the situation before the change intervention revealed a 50% rate of appreciations for the services and 40% rate of complaints. The data also revealed that the complaints were due to delay of treatments, which was considered as a key issue. Time was also monitored and it was established that Oncologists examined 40% of patients within half an hour, while 66% of them received the chemotherapy within an hour.

However, after the implementation of queuing theory/concept, the percentage improved to 84%. In addition, there were improvements in the level of customer satisfaction, as 90% of the customers were satisfied with the change, while 4% were not satisfied and 6% were considered neutral.

An effective and efficient implementation team, along with the commitment from the stakeholders and support from hospital authorities, accelerated this achievement.
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