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The Effect of the Improvement of Regional Medical Liaison Office Works on
Problems between the Hospital and Clinics

Toshiharu Kawamoto, YukaKouno, ShihoKanme,

Naoko Okamoto, Kenji Shigematsu, Nobuharu Kataoka and Wataru Kamiike

Abstract

Background : Although regional medical liaison office (RMLO) manages support collaboration between the hospital and
clinics, there were many problems in the referral system. Objective : To clarify the effect of improvement on problems of the
referral system in RMLO. Subjects : In NHO Kure Medical Center, complaint reduction projects were carried out, which
consisted of improvement of referral letters distribution, triage sheet for emergency, and computerized referral management
system, and consultation systems for undetermined referrals. The complaints in the RMLO were compared before and after
the implementation of the project. Results : The monthly average number of troubles were reduced significantly from 14 +
6.9105.6 4.5 (p<0.01) Theratio of the trouble cases to the total count of referral letters was significantly decreased from 1.0
+0.5% 10 0.4 +0.3%. The complaint sources from primary care physician were 61, hospital doctor 54 and patients 29, which
was changed to 22, 24 and 3, respectively (p=0.04). The contents of complaints were different from before and after the pro-
ject significantly (p <.0001), in particular, for primary care physicians the number of the undetermined specialist for referral
was reduced from 25 to 0 and reply for the referrals was from 16 to 7. For hospital doctors, the problems of referral letters
were reduced from 24 to 3 and referrals for undetermined specialists were from 14 to 3.

Conclusion : Work performance and information and communication technology system have contributed to the im-

provement of the referral management and the reduction of complaints from primary care physicians and specialists.
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