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Comparison by years of experience in handling inquiries

about medical record input
Eriko Nambu™, Kazunori Nozaki™, Kazuma Kokomoto™ ,
Shintaro Oka™, Mikako Hayashi?
*1 Division for Medical Information, Osaka University Dental Hospital,
*2 Department of Restorative Dentistry and Endodontology, Osaka University graduate school of Dentistry

Many questions about the Hospital Information System (HIS) at the hospital are related to the equipment, such as
how to enter medical records, as well as problems with the HIS terminals. Compared with experienced dental
medical information staff, new staff members tend to encounter problems when answering the phone, such as not
being able to hear the user's words correctly and not being able to understand the question, or not being able to ask
the user back to supplement the missing information. However, it is not easy to bridge the gap between the skills of
new staff and experienced staff in handling inquiries, because the phone interaction between users and staff cannot
be objectively evaluated. Therefore, we thought that clarifying the differences in the skills of the staff would lead
to the training of new staff. In this study, visualize and analyze the speech between users and staff members and
apply the results to the training of new staff members. We sorted the voice recorded by each staff member and
converted it to text. The text was then analyzed and the differences were compared. Because personal information
such as patient information is included in the voice of the inquiry response, and because it is possible to identify
individuals from the speech, the personal information in the voice and the text is processed anonymously. We found
that the new staff lacked the information necessary to enter the medical records, such as the names of the target
diseases and procedures, when they responded to the inquiries, and the veteran staff supplemented the information
by listening to them again. This suggests that the lack of information when new staff members respond to inquiries
may be due to the lack of understanding of specific names unique to dental care and the contents of procedures. The
analysis of the inquiry response revealed the areas where the staff lacked understanding of the procedure, and we

can suggest the appropriate training for each person.

Keywords: Q&A, Dental Information, Electrical health record
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