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Abstract
Long waiting times for healthcare services are one of the causes of patient dissatisfaction. 
The average waiting time for patient services at the Internal Medicine outpatient clinic is 
280 minutes with the average duration of a doctor’s consultation being only 6 minutes. 
Nowadays, patients can decide for themselves whether long waiting times for short doc-
tor consultations are worth the effort. This study aimed to determine patient satisfaction 
based on the duration of the doctor’s consultation. This research was conducted at the 
Internal Medicine Clinic using a quantitative observational analytical research design 
with a cross-sectional data collection method using a questionnaire. The patient sat-
isfaction questionnaire uses a 1-5 Likert scale, while the doctor consultation duration 
questionnaire uses actual recording in minutes. The respondents for this study were 139 
respondents based on epi-info software calculations with a confidence interval of 95%, 
and the sampling method used consecutive sampling. The research results were analyzed 
using SPSS version 21 with the chi-square analysis method. The duration of the doctor 
consultation, with an average of 6 minutes, does not affect patient satisfaction (p-Value 
0.842). There are many other factors that can influence patient satisfaction, not limited 
to the duration of the doctor consultation.

Ruiz et al., 2019).
The duration of waiting time to receive 

healthcare service is influenced by various 
factors, including the type of visit (initial 
or follow-up), punctuality of service (on 
time or delayed), the type of clinic (internal 
medicine, dentistry, and others), the duration 
of doctor’s consultations, diagnostic tests (if 
necessary), and the kind of prescription given 
(compounded or not). Patients visiting a health 
care center have different purposes and health 
issues, which affect the total duration of waiting 
time they will experience (Biya et al., 2022; Li et 
al., 2020). The duration of doctor consultations 
in providing healthcare services is one of 
the factors that affect the duration of service 
waiting times. There is an influence between the 
duration of doctor consultations and patient 
satisfaction and safety. Doctor consultations 
duration should not be too short or too long. 

Introduction
The long waiting time is one of the 

causes of patient dissatisfaction with healthcare 
providers. Long waiting time has been a 
persistent issue from the past to the present 
and into the future. Long waiting times are 
primarily due to healthcare providers aiming 
for a high number of visits but not balancing 
it with capacity and service capabilities (Lee et 
al., 2020). In theory, waiting time is calculated 
from when a patient has registered until they 
receive the desired or recommended healthcare 
service. The actual time of service is not 
included in the total waiting time. There is a 
difference in the perception of waiting time in 
theory and the way patients understand it. For 
patients, waiting time is calculated from when 
they arrive at the healthcare facility until they 
leave. This definition is quite different from the 
theoretical concept of waiting time (Alarcon-
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The duration of doctor’s consultations should 
be appropriate for the health issues and goals 
desired by the patient. A consultation that is 
too brief can make patients feel that the service 
received does not justify the time they spent 
waiting. On the other hand, a consultation that 
is too long can result in longer waiting times for 
service (Galvão et al., 2020; Gong et al., 2022; 
Grot et al., 2023; Inoue et al., 2018; Wang et 
al., 2022)patient arrivals, queuing discipline, 
and physician consultation times are three key 
factors influencing work processes. (3.

A study conducted by Jabour (2020) 
has demonstrated that the duration of doctor’s 
consultations significantly impacts the quality 
of service and patient satisfaction. Appropriate 
duration of doctor consultation can lead 
to high-quality service processes and more 
accurate diagnoses. The appropriate duration of 
consultation will also affect treatment outcomes, 
satisfaction, and perceptions of overall service 
quality. This study was conducted due to many 
complaints from patients who waited for too 
long to see a doctor but received very brief doctor 
consultations. Patients felt that the time they 
spent waiting was not on par with the duration 
of the doctor’s consultation they received. The 
study aims to assess patient satisfaction based 
on the duration of doctor consultations received 
by patients. The doctor consultations duration 
in this study was obtained by tracking patients 
in real-time from when they entered the doctor 
consultation room until they left. The results of 
this study are expected to provide insights into 
the effect of duration of doctor consultation on 
patient satisfaction.

Methods
This study used an observational analytics 

quantitative study design with a cross-sectional 
data collection method using questionnaires 
on patients in the internal medicine clinic of 
the Air Force Hospital Dr. Efram Harsanah 
Lanud Iswahyudi, Magetan, East Java. The 
researcher prepared two questionnaires related 
to doctor’s consultation duration and patient 
satisfaction. The doctor’s consultation duration 
questionnaire was filled out by the researcher 
based on actual data obtained by following 
the study respondents from the moment they 
entered the doctor’s consultation room until 

they left. The patient satisfaction questionnaire 
used a Likert scale from 1 to 5 and was filled 
out by the research respondents. This research 
questionnaire also included notes related 
to respondents’ opinions, feedback, and 
suggestions regarding the waiting time for the 
internal medicine clinic service. The validity 
of the research questionnaire was tested using 
Pearson correlation analysis with a significance 
value of < 0.05, and its reliability was assessed 
using the Cronbach alpha method with a 
minimum alpha coefficient of >0.6. The validity 
and reliability tests were conducted on 30 
respondents who visited the outpatient clinic 
of the Air Force Hospital Dr. Efram Harsana 
Lanud Iswahyudi and met the inclusion criteria 
for this study but did not visit the Internal 
Medicine clinic. The validity and reliability 
testing for the instruments in this study was 
necessary because the questionnaire used was 
based on a previous study in English that was 
subsequently translated into Bahasa Indonesia. 
The questionnaire in this study was valid and 
reliable, with a significance value of 0.000 for 
all eight questions and an alpha value of 0.868.

The sample size in this study consisted 
of 139 respondents, calculated using epi-info 
software with a 95% confidence interval and 
a 5% margin of error. The sampling method 
employed in this study was consecutive 
sampling based on the following inclusion 
criteria: 1. Patients seeking treatment in the 
internal medicine clinic; 2. Patients aged at 
least 17 years old; 3. Patients making their first 
or follow-up visits; 4. Patients with a minimum 
education level of elementary school; 5. Both 
male and female patients; 6. Patients using 
either BPJS (government health insurance) or 
out-of-pocket payment. This study has been 
ethically approved based on the Certificate 
from the Ethical Committee of Health Research 
of the Faculty of Medicine and Health Sciences 
of Muhammadiyah University Yogyakarta 
No. 118/EC-KEPK FKIK Universitas 
Muhammadiyah Yogyakarta/II/2023. Data 
analysis was conducted using SPSS Version 
21 with the chi-square analysis method to 
determine the influence of the duration of 
doctor consultations on patient satisfaction. 
The study also performed cross-tabulation 
analysis to specifically determine the number 
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of respondents with long doctor’s consultation 
durations who expressed dissatisfaction, 
respondents with long doctor’s consultation 
durations who expressed satisfaction, 
respondents with short doctor’s consultation 
durations who expressed dissatisfaction, and 
respondents with short doctor’s consultation 
durations who expressed satisfaction.

Result And Discussion
The Internal Medicine Clinic of the 

Air Force Hospital Dr. Efram Harsana Lanud 
Iswahyudi provides services that begin with 
an automatic queuing machine starting 
at 06:00 AM. Patients then proceed to the 
registration desk for registration, which begins 
at 07:00 AM. After completing the registration 
process, patients will move to the waiting area 
of the internal medicine clinic for vital sign 
measurements while waiting for the internal 
medicine clinic to commence at 10:00 AM. 
The internal medicine clinic has two internal 
medicine specialists who alternate their practice 
days every week. The patient service flow at the 
internal medicine clinic is as follows:

Figure 1. Internal Medicine Clinic Patient 
Service Flowchart

The study respondents exhibit specific 
characteristics. Most patients fall into the follow-
up group, indicating they have previously visited 
the internal medicine clinic. Furthermore, 

most respondents are over 46 years old, which 
is early elderly. The gender distribution shows a 
predominance of female respondents. In terms 
of occupation, a significant portion of the 
respondents are housewives and regarding their 
education level, most of them have completed 
Junior High School.

Table 1. Respondents Characteristics

Criteria Number Percentage 
(%)

Type of Visit
 Follow-up 117 84.2
 Initial 22 15.8
Total 139 100
Patient Age
 ≥46 years old 128 92.1
 <46 years old 11 7.9
Total 139 100
Gender
 Male 57 41
 Female 82 59
Total 139 100
Occupation
 Housewife 49 35.3
 Retired 5 3.6
 Farmer 30 21.6
 Civil servant 4 2.9
 Army 9 6.5
 Entrepreneur 42 30.2
Total 139 100
Educational Level
 Elementary School 43 30.9
 Junior High School 47 33.8
 High School 36 25.9
 University 13 9.4
Total 139 100
Source : Primary Data, 2023

The waiting time for internal medicine 
specialist appointments is calculated by 
summing the total waiting time from the 
registration desk until the patient is called 
to enter the doctor’s examination room. The 
service time is not included in the waiting time. 
Researchers followed patients who were willing 
to be respondents and met the inclusion criteria 
for this study. The waiting time at the Internal 
Medicine Clinic is calculated from when the 
patient leaves the registration queue machine 
until the patient enters the doctor consultation 
room.
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Table 2. Waiting Time for Doctor Consultation
Categories Waiting Time (Minute)
Mean 280
Longest duration 275
Shortest duration 38

Categories Number 
(n)

Percentage 
(%)

Long 71 51.1
Short 68 48.9
Total 139 100
Source : Primary Data, 2023

Based on the data regarding waiting 
times to meet with a doctor, the mean waiting 
time for a doctor consultation is 280 minutes, 
with the longest duration being 275 minutes 
and the shortest duration being 38 minutes. The 
researcher categorized waiting times as long 
or short based on the individual respondents’ 
waiting times compared to the average waiting 
time for all respondents. If a respondent’s 
waiting time is shorter than the average time 
for all respondents, it is classified as “short,” 
and if longer, it is classified as “long.” Of all 
the respondents, 68 (48.9%) experienced short 
waiting times, while 71 (51.1%) experienced 
long waiting times.

The mean total waiting time for 
healthcare services at the Internal Medicine 
Clinic in this study is longer than in the study 
conducted by Harada et al (2020), which found 
an average total waiting time for a doctor’s 
consultation of 74 minutes. Sianturi et al (2020) 
found that of 62 respondents in their study, 
59.7% experienced total waiting times of more 
than 60 minutes only to consult a doctor. The 
difference in the average waiting time in this 
study compared to previous studies is because 
the outpatient service time in this study started 
at 10:00 AM, while patients started registering 
at the registration desk at 7:00 AM. There is a 
significant time gap between the registration 
desk opening and the start of service in this study 
location. The extensive time gap theoretically 
falls within the definition of waiting time. The 
duration of a doctor consultation was calculated 
from when the patient entered the consultation 
room until the patient left the room. During the 
consultation, the researcher waited outside the 
examination room to maintain patient privacy.

Table 3. Duration of Doctor Consultation

Categories Duration of Doctor 
Consultation (Minute)

Mean 6
Longest 
duration

13

Shortest 
duration

3

Categories Number (n) Percentage (%)
Long 49 35.3
Short 90 64.7
Total 139 100
Source : Primary Data, 2023

In this study, the mean duration of 
consultations was 6 minutes, with the longest 
one being 13 minutes and the shortest being 
3 minutes. The researcher categorized the 
consultation duration into long and short. 
Consultation duration was categorized based 
on each respondent’s consultation duration 
compared to the average consultation duration 
of all respondents. If a respondent’s consultation 
duration is shorter than the average consultation 
duration of all respondents, it is considered 
“short,” and if it is longer, it is considered 
“long.” As many as 90 respondents (64.7%) had 
short consultation durations, while 49 (35.3%) 
had long consultation durations. Consultation 
duration has a significant impact on patient 
satisfaction. Patients highly desire the best 
service, especially after waiting for an extended 
period. The acceptable average duration of 
doctor consultations are 15 minutes. Duration 
of Doctor’s consultation that align with 
patients’ preferences and needs are crucial for 
enhancing patient satisfaction (Haghgoshayie & 
Hasanpoor, 2021; Leow & Liew, 2022; Pockros 
et al., 2021; Srinivas & Salah, 2021). Based on 
the cross-tabulation analysis of duration of the 
doctor consultation and patient satisfaction, 
in the group with a long consultation 
duration, 28 (20.14%) respondents expressed 
dissatisfaction, while 21 (15.10%) respondents 
expressed satisfaction. In the group with a short 
consultation duration, 53 (38.12%) respondents 
expressed dissatisfaction, while 37 (26.61%) 
respondents expressed satisfaction.
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There are other factors that can influence 
patient satisfaction aside from the duration 
of doctor consultation. Patients would feel 
satisfied if their expectations align with what 
they receive during the healthcare service 
process (Dwi Lestari et al., 2020). Short waiting 
times significantly impact patient satisfaction, 
as patients are more satisfied when the waiting 
time for healthcare services is brief. Conversely, 
patients are dissatisfied when they experience 
long waiting times. Every 1% increase in waiting 
time duration decreases patient satisfaction 
by 3%. The acceptable total waiting time for 
patients, from leaving the registration desk to 
completing their last required service, is ≤ 90 
minutes (Abdus-salam et al., 2021; Al-Harajin 
et al., 2019; Alarcon-Ruiz et al., 2019; Sharma 
et al., 2022). 

Several respondents provided reasons to 
the researcher regarding their satisfaction with 
short doctor consultation durations. Firstly, 
some of these respondents were accustomed to 
and frequently attended monthly check-ups, so 
they were used to short consultation durations. 
The frequency of repeat visits can influence 
patient satisfaction. Patients with repeat visits 
are more likely to feel satisfied compared 
to first-time visitors to a healthcare facility. 
Patients who regularly visit a healthcare facility 
are familiar with the duration, environment, 
and service culture at that facility, compared to 
patients visiting a healthcare facility for the first 
time (Al-Harajin et al., 2019; Davis-Dao et al., 
2020; Sinyiza et al., 2022; Tenforde et al., 2020).

Secondly, respondents felt comfortable 
with the doctor’s services, leading to satisfaction 
with the short duration of doctor consultations 
they received. The manner of communication, 
including speech, intonation, attitude, and 
behavior of the doctor when providing 
information and education related to the 

patient’s health issues, significantly influences 
patient satisfaction. Patients can assess and 
choose which doctor they want to consult to 
address their health problems, even if they have 
to wait for an extended period (Borghi et al., 
2019; Chandra et al., 2018; De Waard et al., 
2018).

The researcher also received explanations 
from respondents with long consultation 
durations but feeling dissatisfied. These 
respondents felt dissatisfied mostly because 
they have had experiences with treatment in 
other hospitals with better service quality, 
leading them to compare the duration of 
doctor consultations in other hospitals with 
the one in the study location. The opinions of 
these respondents in this study align with the 
studies conducted by Homma (2018) and Qiao 
et al (2019), which found that patients with 
experience in “doctor shopping” at various 
healthcare facilities are more likely to feel 
dissatisfied because they have high expectations 
for waiting times and the service they will receive 
when visiting healthcare facilities. The quality of 
service obtained through the doctor shopping 
experience has been proven to influence patient 
satisfaction (Molina Indarwati, 2018).

A chi-square analysis was performed to 
determine the effect of the duration of a doctor 
consultation on patient satisfaction and found 
that doctor consultation duration does not 
significantly affect patient satisfaction, with a 
significance value of >0.05, which is 0.842. The 
absence of an influence of doctor’s consultation 
duration on patient satisfaction is due to the 
presence of many other factors that can affect 
patient satisfaction beyond waiting time. 
These factors can be categorized as internal 
and external factors. Internal factors include 
age, gender, education level, social life, and 
occupation, while external factors encompass 

Table 4. Cross Tab Analysis of Duration of Doctor Consultation on Patient Satisfaction

Categories
Satisfaction Based On Duration of Consultation

Not Satisfied Satisfied TotalNumber Percentage (%) Number Percentage (%)
Duration of Consultation
 Long 28 20.14 21 15.13 49
 Short 53 38.12 37 26.61 90
Total 81 58 139
Source : Primary Data, 2023
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waiting time, the number of repeat visits to the 
same hospital, service etiquette, cleanliness and 
the extent of the facility in healthcare services, 
ease of access to and from healthcare facilities, 
and low costs (Li et al., 2020; Quyen et al., 
2021). The results of this study align with the 
studies conducted by (Jabour, 2020) and (Leow 
& Liew, 2022) which found no influence of 
consultation duration on patient satisfaction. 
Patient satisfaction can be influenced by many 
factors, including age, gender, marital status, 
occupation, education level, clinic type, the type 
of disease experienced, and patient expectations 
before visiting a healthcare facility (Lee et al., 
2020). Sociodemographic conditions, health 
status, number of visits to healthcare facilities 
and comprehensive holistic services can also 
impact patient satisfaction, extending beyond 
doctor consultation duration (Leow & Liew, 
2022; Wartiningsih et al., 2022).

Conclusion
Patient satisfaction is not solely 

influenced by the duration of doctor 
consultations. There are other factors that 
may affect patient satisfaction apart from 
doctor’s consultation duration, encompassing 
both internal and external factors. This study 
concludes that a long consultation duration 
does not necessarily make patients feel satisfied, 
and a short duration does not necessarily make 
patients feel dissatisfied. Further studies can be 
conducted to explore the internal and external 
factors that influence patient satisfaction and to 
identify the extent to which each of these factors 
affects patient satisfaction. This can serve as a 
reference for developing solutions to enhance 
patient satisfaction, not limited to doctor 
consultation duration. The results of further 
studies, as suggested in this study, are expected 
to have a positive impact on the healthcare 
service industry by providing insights into the 
influence of internal and external factors on 
patient satisfaction, which is crucial for the 
sustainability of the business.
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