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User Behavior-Oriented Organization and Analysis of Data on Inquiries
Addressed to Hospital Information System Help Desk
- Focus on Gaps between Service User and Provider Perceptions of

Problem Causation -
Hidehiko Tsukuma™', Akira Ohtahara™
*1 Department of Medical Informatics, Hiroshima University Hospital,

*2 Medical Information Management Office, Sanin Rosai Hospital

Abstract: [Background] Previous papers on service improvement by referencing to question and answer (Q&A) data
addressed to hospital information system help desk have generally focused on investing system hardware and
software. And most of those methods were to elucidate macro-scale trends by classifying and summing the Q&A
data by operations and/or occupational categories during a given period. As a result, they have not been able to
provide an appropriate basis for timely derivation of remedial measures from the perspective of on-site users. We
have therefore proposed in previous research a conceptual method to remedy these shortcomings by applying a
user-oriented causal classification method comprising Q&A classification within the five-fold framework of: (1)
user action; (2) function, performance, or instrument; (3) operation;(4) education or public relations; and
(5)organizational response. [Purpose] In the present study, the practical significance and utility of the proposed
method were investigated by applying the user behavior-oriented causal classification method to cases of Q&A in
actual operations. [Method] On entering the cases of inquiry addressed to the help desk of Hospital A into the Q&A
management tool, they were flagged to distinguish between cases occurring in work performance and other
questions, wishes, or matters. User behavior-oriented causal classification flags each denoting the cause of the case
as perceived by the inquirer and the cause as perceived by the help-desk respondent were also added. The Q&A
management tool was then used to externally output all 636 Q&A cases dating from November 2019 to January
2020. And by using Excel, the following processing was performed, which consisted of the Q&A response temporal
transition in three phases: I initial-response management; II case-specific additional measures management; and III
cross-case additional measures management. In Phase II in particular, classification was performed with care for
cases of disagreement between the inquirer and the help-desk respondent as to the cause of case occurrence (“gap
cases”). [Results] Phase I confirmed that inquiries about the events occurring in the course of work took a relatively
short time to case solution compared to those about other issues. In Phase II, extraction of gap cases was relatively
straightforward, as for example cases in which the inquirer thought the printer was malfunctioning, but the
respondent identified the cause as a lack of user knowledge of how to use it. In Phase III, extraction was readily
achieved for cases where, for example, frequent similar occurrences require considering application of measures in
areas such as public relations or education to the system users. [Discussion] The findings indicate that the proposed
method will be of practical utility and value, and its use in actual practice will require development and
incorporation of full-scale specification tools of Q&A management and analysis.
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