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Abstract

Nowadays, China and a number of developing countries are still suffering from the
serious contradiction between supply and demand in healthcare industry. Service
congestion is prevalent in top hospitals and this problem is more severe for expert
outpatient service. These experts often work overload to meet patients’ needs, how-
ever, the overwhelming workload will inevitably lower the service quality, and even
worse, causing the misdiagnosis. As a result, we find it considerable for experts to
trade off between the service quality and speed, and we use queuing theory to model
this issue and innovatively take the cost of misdiagnosis into account. Apart from this,
we classify outpatients into two classes according to their differences in state of ill-
ness and we try to explore the welfare-maximizing decision made by experts.

First of all, this dissertation demonstrates that the optimal decision-making by experts
is closely related to the types of service environment regarding on its characteristics
such as outpatients’ temporal sensitivity of service time and the sensitivity of misdi-
agnosis rate to service speed when considering misdiagnosis cost. Secondly, the in-
crease in waiting costs per interval is responsible for the optimal price reduction and
the equilibrium arrival loss, which implies that top hospitals should improve the wait-
ing zone to decrease outpatients’ waiting costs. Last but not least, experts tend to
lower service rates and increase service prices when mild cases dominant the market.
It is helpful for hospitals to divide patients into different service servers as long as the
proportion of two classes is accuracy.

In a word, this dissertation not only puts forward useful guidelines for experts to op-
erate in making the optimal service decisions, but also provides several managerial

insights for top hospitals to improve their healthcare service quality.

Keywords: Expert outpatient service; experts; service strategy
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