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THE EFFICIENCY OF STAFFS COMMUNICATION IN AN AUTONOMOUS
UNIVERSITY HOSPITAL

THITIRAT TISACHAIANUN 5837696 SHPP/M
M.P.A. (PUBLIC POLICY AND PUBLIC MANAGEMENT)

THESIS ADVISORY COMMITTEE : PHUT PLOYWAN, Ph.D.,
SOMBOON SIRISUNHIRUN, Ph.D., KRISH RUGCHATJAROEN, Ph.D.

ABSTRACT

The objectives of this research are, 1.) to study the level of
communication efficiency of staffs in an autonomous university hospital, 2.) to
compare the individual personality that influences the communication efficiency of
staffs in an autonomous university hospital, and 3.) to propose the guideline to develop
the communication efficiency of the staffs in an autonomous university hospital. The
research methodology is a mixed methods research. Quantitative data were collected
using a questionnaire from 399 patients of the outpatient department and analyzed
using percentages, means, standard deviations, t-test and one-way ANOVA. The
qualitative data were collected using interviews with 8 keys informants and analyzed
and the content analysis.

Research results showed that the overall level of staff communication
efficiency was at a high level. The highest average value was senders, followed by
receivers, messages, and communication channel. The results of the comparative study
considering individual personality including education and salary showed that there
was a significant difference at a level of 0.05. The proposed guidelines for developing
staff communication can be summarized into : 1.)The communication methods should
be aligned in the same direction considering ability to perceive message from patients
of the staffs. 2.) Semi-formal writing language should be used to highlight the
important information to be notable. 3.) Communication channels should be flexible
based on the patients’ familiarity and also provide informative staffs for both old and
new patients. 4.) The receiver should be responsive to the complain or forwarding to
other personnel in charge. Suggestions from the study are that the hospital should
clearly define the policy and direction of personnel communication, define the scope,
clarify the goals and operational plans of the hospital to the service recipients, and
acknowledge and act in the same direction. Furthermore, the hospital shold adjust the
attitude and behavior of the personnel to be positive, encourage personnel to feel
important parts of health service communication and develop communication styles in
both formal and informal agencies to help the management to get feedback from the
operation to be used as a basis for further targeting of policies and directions of the
agency.

KEY WORDS : AN AUTONOMOUS UNIVERSITY HOSPITAL/
COMMUNICATION EFFICIENCY / APPROACHES FOR
COMMUNICATION EFFICIENCY DEVELOPMENT
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Berlos’s SMCR Model of communication
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Communication : Communication
pni Content Hearing Sl
Attitudes Elements Seeing Attitudes
Knowledge Treatment Touching Knowledge
Social A Social
System Structure Smelling System
Culture Code Tasting Culture
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‘14ﬂﬁ1ﬂiGluI'ﬁ\1WEJT]JTﬁ11141')“]/]UWﬁEJGlUﬂWﬂU"U@Q‘iijLHQWﬁQ ﬂWUUﬂUWﬂiﬁQﬁTj HANAINNU (

Sig. = 0.03 ) Fuilu lawauuagiuiag 1y
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[ = ~ 1 v A a <3 1 Aa A A
2) 5EAUMIANEINUANA A UNANNAATUARYTLANTAINNIITO T3 VDY
v Y
yaa1ns lu Tsanerianiinerdelumnuvesd guranii auiionaszvosds uana1
[ 2 g a s
AU (Sig.=0.00) Fuduldawauuagiunasld
[ = ~ 1 v A a <3 1 a A A
3) sEAUMIANEINUANA A UNANNAATUAR YL ANTA NI TOT13VDY
yaa1ns lulsaneruaviiineraslumnuvesguranils aureanemsaoas binanaig
9
A ( Sig. = 0.06 ) VaPrasaunagunagly
@ = ~ 1 v A a < 1 Aa A A
4) szAaumIfnyINuaAnAaNnulaINAATuae Ussdnsannsded1sve
yaans luTsanennaniineas lumnuvessguranils auunumdsuas Tuuanaanu
v 9
(Sig. 0.11) Vlasaunagiunagly
1 < 9 Y ax a < 1
AT 4.10 UAAIHANIINATOUANVUANAIUTUTIBAIUAIIT LSD  Y0IANAAITHUAD
Usg@niammsaeasvesynains lulsaneruiaumimeraslumnuvessgunanils au

UNDIMAAIAT TUUNANTZAUNTANE

FEAUMIANE

sTAUMSAN X szaudnpn | Wsewdnw | thyaha | desvse | U.Ins
oA Au-lae aylsaan | weum | 1l.ien

432 4.16 4.12 4.03 4.17

Uszaunieding 432 - 0.15 0.20 0.29° 0.15
u.Au-lae 4.16 - - 0.04 0.13 -0.01
W9.1a/e1f5an 4.12 - - - 0.09 -0.05
U asvsoioum 4.03 - - - - -0.14

1. In/1en 4.17 - - - - -

* = Significace 321 0.05

** = Significace 32AU 0.01

~ ' I 9 Y am
AINATTNN 4.10 LLET@NNam‘jVIm‘TmJﬂ’ﬂmmﬂG]NLTJL!ﬁfJWLlﬂ’JEJ’J‘H LSD ( Least

Significant Diffirent

a < 1 a A 4
LSD ) wpennuaaiuanlsz@ninmumsdoa1svosyaaing lu

Tsanennaumanenae lumnuves guranile Auunumdasas Suunauszaumsany
1 Yo a A = @ = A B [R= [ a < 1 a a
WUN {FUUTMINIMIANYITEAUL Tz aNANEIMTRAINI UIsAuANNAAIUARY ST ANT NN
msdea1svesynaIns luIsaneruianmiineaslufnuuessguraniia smuonumgdaedns

v Yo a d‘d = 1Y A )=} 1
ll1ﬂﬂ’31Qi‘]J‘]JiﬂTiV]iJﬂW’iﬁﬂ‘]alﬁ%ﬂU’]EiUuﬂlﬂﬁiﬂmEJ‘UL‘VH



v I a
A1TN 4.11 L!ﬁ'@lﬂWaﬂTTVIﬂﬁ’E)‘]Jﬂ’J"IiJ!mﬂGINL‘]JuiWEJﬁHuﬁ)’Jﬂ’J% LSD

Wansave / 78
YBIANUAAITUAD
UszaniammstemsvesyaainsluTsannmanminedelumiiuvesgurianile §u
oMz u09ms  SWUAMUTERUMIANIA
SEAUMIANY
szAUMsfiny X dszoufne | dsewdne | sl U.In/
WieanT Au-ae aulsgyan 1. 19
4.04 3.89 3.73 3.78
Uszounieainn 4.04 0.15 0.31° 0.26
u.Au-lao 3.89 - 0.16 0.11
129 1. /orfsan 3.73 - - 0.03 -0.05
U a3vseeum 3.70 -0.08
1. In /1100 3.78 -
* = Significace 32A1 0.05
** = Significace 3R 0.01
Significant

Diffirent

a <3 1 Aa A 4
LSD )‘llf]Qﬂ??ﬂﬂﬂkﬁﬂﬂ@ﬂﬁ%ﬁﬂ‘ﬁﬂ?WﬂTﬁ%@ﬁWﬁﬂl@ﬂuﬂﬁWﬂﬁiu

= 1 Yo a A = [ = G :) 1T A [ a <3 1
NITANET WU Qi‘U‘UiﬂTﬁ‘VIJJfﬂiﬁﬂflslﬁ$ﬂﬂﬂi$ﬂwﬁﬂﬂ1ﬁiﬂﬂ1ﬂ’ﬂ UITAUANUAALTUAD

Yo a A = A A 1
E‘JJT]J‘]Jﬁﬂ'ﬁﬂﬂﬂ'ﬁﬁﬂy']ﬂ%iyiy'lﬁﬁﬂlﬂEJ‘]J!‘V]’]

dszdninmmsdemsvesyaains lulsanerviauniineras lumnuvessgunanils au

A 1 Yo a A A = @ a
IUDHINITEUDITT llTﬂﬂ’Zﬂﬁi‘U‘Uiﬂ"li‘VIiJfﬂﬁﬁﬂ‘HWigﬂ‘Uﬂ’JG}f.‘]J’Jﬁ/.@H‘]Jifgtll'l uae

A 1 < an
AMMNATTNN 4.11 LLEWNNaﬂ'li‘l/lﬂﬁf]ﬂﬂ’)'lllL!ﬁﬂ@nxﬂ‘ﬂui'lﬂ@%}']ughﬂﬁﬁ LSD ( Least

[ £
Tﬁ\ﬁ'\lEJT]ﬂﬁiJﬁ']’J‘ﬂ81aﬂﬁluﬁ1ﬂﬂﬂlﬂ\‘lijﬂ;uﬁ\1ﬁﬁﬂ ﬁITHLﬁfJWWﬁWﬁ$ﬂJ@\‘]ﬁ13 WUNMNTEAY
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MIN412  udaswamsnlieuiounuanyuzdiuyanaveIRsuUIMInliaelszdnsnn

msdearsvesyaains lulsaneanminerdelumisvvessgunani TMUNAIY
ADIUNIN
n =399
sraannaulsisau SS daf MS F P-value
ﬂ%ﬂ?%ﬁiﬁl‘ﬂﬁﬁ (Sender) Between Groups 0.70 3.00 0.23 0.76 0.52
Within Groups |  120.66 | 39500 | 031
Total | 12136 |  398.00
Lf‘jﬁlmmizmmms Between Groups 0.42 3.00 0.14 0.45 0.72
(Message) Within Groups 122.04 395.00 0.31

Total 122.46 398.00

¥OINIMITAA3 Between Groups 0.32 3.00 0.11 0.20 0.89

(Channel ) Within Groups 207.25 395.00 0.52

Total 207.57 398.00

‘]JVI‘]JW]I%%U @13 (Reciever) Between Groups 2.52 3.00 0.84 1.93 0.12

Within Groups 171.33 395.00 0.43

Total 173.85 398.00

Uszansmnmsaeasves Between Groups 0.50 3.00 017 | 057 0.63

Ynainsg Within Groups 115.84 395.00 0.29

Total 116.35 398.00

* = Significace 32AU 0.05

** = Significace 32AU 0.01

1NN 4.12 naaswamsfoufeuguanyuzdIuYyAnaueIRs UL M nT
aplszaniniwnisdedsvesynainslulsaneruiauiinerdeluiinuvesdgurnanii

Suunawaniunm wun gsuuimslulsawennauminerdeluiinuvessguraniend

(% S a

aounmanaaiy Tanudaiiuaelss@nsnwnsdearsvesynains Tiuana1aiu egs
TidhAamaadanszan 0.05 (Sig= 0.63) Wonagevauudgmuesndused nun

D) goumwiinanansuiinnudaiudelszaninmnstedsveaynainslu
Tsanenuiauminendeludiiuvessguranils Auumumddens Tiuandiaii (Sig. 0.52)

9
Juljesanuagiunagld
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{ J @ a < 1 a A 4
2) anuamitanaNfuaNuAafiuaedsz@nEnuMITea1svoaynains 1y
v Y
Tsanennaumanerde luinuuessguranile auilomaszvesans luuanaanu ( Sig=
"9y
0.72) Yl rasanuagiunag 13
A 1 v A a < 1 a A A
3) anuMmuALanANNUNANNAAuao Tz aNTAIWMsAedIsveIYyAaINg U
Tsaneuauninerdelumnuue s guranils Musean1ansdoas luuana1ani( Sig=
vy
0.89) WPasanuagmnald
1 J @ a < 1 a A 4
4) anuamiuanaunulinnuaaiuaelszdniammsdodisuesyaains lu

Tsangrawianerds luminuvessguranils Muunomgsuans lunanaienu ( Sig=

a9
v 9

0.12) JPrasanuagiuiagly

M394.13  udesramsnfeuiisunuanyazaiuyanavesdsuusMsniaelszansam

M3doa13v09YAa1NT 1 Isaneuianrineaslumnuuessguranile Suunawedw

n =399
snasanuulsisiu SS df MS F | P-value
UT]‘].IWII’&%WHE Between Groups 1.70 5.00 0.34 1.12 0.35
(Sender) Within Groups 119.66 393.00 0.30
Total 121.36 398.00
!é@ﬂWﬁﬁzﬂlmﬁﬁ | Between Groups 4.12 5.00 0.82 2.74 0.02*
(Message) Within Groups 118.34 393.00 0.30
Total 122.46 398.00
‘h"’fN%Nﬂﬁfd'{E]a‘ﬁ | Between Groups 3.00 5.00 0.60 1.15 0.33
(Channel ) Within Groups 204.57 393.00 0.52
Total 207.57 398.00
1JVI1J11’IE§%J‘]J?H§ | Between Groups 2.30 5.00 0.46 1.05 0.39
(Reciever) Within Groups 171.55 393.00 0.44
Total 173.85 398.00
Uszansammsdeas Between Groups 2.26 5.00 045 | 1.56 0.17
VoJYNAINT Within Groups 114.08 393.00 0.29
Total 116.35 398.00

* = Significace 32A1 0.05

** = Significace 3R 0.01
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1NM15 1N 4.13 uaaswanmsfieuiouaudnyuzdiuynnavels UM T

aplszanawnisdedsvesyaains lulsanerunanmiinerde lumnuvessguranii

2

Fuunawe®n wun Fsuuimslulsmeuianmineaslufnuvesiguriariianiiondn
1 [ a [~ [ Aa A 4 1 [ [ ] v o w
uanaANnY Janufamiuaelsz@niammsdeasvesynains luuanaenu egreiiiedinn
Aaa [ 4 a I [
NNADANTZAV 0.05 ( Sig= 0.63) toNAToUANNATIUIONTIUTIGATU WU
{ [ [ a <3 1 a a 4
1) e1FuinananulianuAamiuaelszaniamwmsdoa15voIynaIns lu
Tsangnnaunianenaslumnuvessguraniie muuninndasens Tuuanaieny ( Sig= 035
v Y
) Vs auuaguiag 13
{ [} [ a <3 1 a a 4
2) o1FwALAnA NN ulinUAAHUADlsE AN INMIsTodTUeYAAINT 11
[ k4
Tsanenuraumineaslufnuvesguranils auilemiaiszuesans uana1any ( Sig=
< < a ~ g}/ Y
0.02) Fuilu lawanuagiunasli

= A ' = a < 1 a a A
3) E]'l"]f‘W“VILW]ﬂG]'Nﬂuﬂﬂ?1“ﬂﬂlﬂuﬁﬂﬂ5$’ﬁﬂ‘ﬁﬂ1wﬂ1iﬁﬁ]ﬁ'15ﬂlﬁ]ﬂuﬂﬁ1ﬂi‘lu

Tsameu1aumIIne1as 1uf 1N VY0 ISFUHINT A1 UFoINIINITToa1s Tuuanaianu

LX)

e

(Sig= 033) Vasauuagiunas i
= ~ J = a < 1 A a A
4) orEniuananulinnudaiudelszaniammsdoasvesynainslu
TsanenuiaurImeraslus 1A U FURINte A UuNUIMASUas luuana19iu ( Sig=

0.39) Yl Qasavuagiunag 13



WanN13398 / 82
MIN 414 UAAINANINATBUANVLANAINTUTI8AUAI8TT LSD vodszanamnms
éﬁ]ﬁﬁﬂl@ﬂuﬂaTﬂi611413QWEJ”I‘UWmJ“H‘ﬁ‘l/lEJﬁijﬁluﬁ”lfT‘UsUm%JguﬁQﬁﬁﬂ oz vesans
TUUNANOITN
01T
01w X WY | gadie | daudy | dwwms | wiiaow | Sug
tsznouw | siald | e | Sglamte | enaw
01N
4.14 4.00 3.92 3.90 3.90 3.77
Tildszneverdn 4.14 0.16 0.22* 0.27* 0.24 0.37%
gnana’ll 4.00 0.06 0.11 0.08 0.21
F3nvaIuA/Ag 3.92 0.05 0.02 0.15
51¥MI/SFIeUne | 3.90 -0.03 0.09
minnuenyu 3.90 - 0.13
Bun 3.77
* = Significace 32A1 0.05
** = Significace 32A1 0.01
Significant  Diffirent

=

a < 1 a a 4
.LSD) ¥paanuAiuaolsza@ninwmsdea1svosynaing lu
[} k4
T5ame101auM1INe18e lumN VU T FUUINLT A1UHOMIAITZUDIATT TUUNATNDITN
' Yo a A n vy =
NWUIN @‘iﬂﬂiﬂ'l‘iﬂvlllhlﬂﬂizﬂﬁ)ﬂﬂ'l%w i

[

o

1 I a
NN1TNN 4.14 !L’ﬁﬂ\iﬁ\lﬁﬂ?i‘ﬂﬂﬁﬂﬂﬂ’JTJJLmﬂ@]'l\?l,ﬂui'lflﬁ%u@%}?]ﬂil% LSD ( Least

CSIGRRIN

3 \ a a 4
AAUADUTEANTNINATTO ATV

1 9
yaa1ns Tulsaneruiavnmineraelumnuvesigurnanile Auiomaiszvesas 1100
PIBFUFINVAIUAYMVIY 9151¥M5/3TIAMND 1aZ0ITNOUY (INHIL/Y1ITIU/AVDIFIND)
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M5 4.15 udaswamsfSeufieuaudnyugdiuyanavesdsuuiminiinedseansnm

m3dea1sveayaans lulsameuianidnerdelumnuvessguraniia - Swunawsield

Tagmasaoimon
urasanunslsu SS daf MS F P-value
‘]J‘1/1°1J11/]l§a"ﬂﬁﬁ (Sender) Between Groups 4.47 5.00 0.89 3.00 0.01%*
Within Groups 116.90 393.00 0.30
Total | 121.36 398.00
L§®W1ﬁﬁzﬂjmmi Between Groups 6.04 5.00 1.21 4.08 0.00%*
(Message) Within Groups | 116.42 393.00 0.30
Total | 122.46 398.00
09N 1M A5 Between Groups | 2.83 5.00 0.57 | 1.09 0.37
(Channel ) Within Groups | 204.74 393.00 0.52
Total 207.57 398.00
VNG5V Between Groups | 4.46 5.00 0.89 | 2.07 0.07
(Reciever) Within Groups 169.38 393.00 0.43
Total 173.85 398.00
Uszansammsaeasves Between Groups 4.02 5.00 0.80 | 2.82 0.02*
Ynains Within Groups 112.32 393.00 0.29
Total | 116.35 398.00

* = Significace 32AU 0.05
** = Significace 32AU 0.01
= % 1 Yo a d‘d 1
VNN 4.15 uaaawamsfFeumeugudnyuzaIUYARaURIAT UUTNMINTUAD
Uszaninmmsdoasvesyaa1ns lulsanenuauninerasluinuvessgunanils Suun
Y = ' A J Yo a2 a v o w [ 1
awus1ela lagmasaomou W A5UDTNI IuTsaneuiaumInerds lumnuvessgumng

[ =~ a

L A 9 = 1 = 1 < [ a a A
Wuﬂ‘ﬂllﬁ'lflhlﬂiﬂﬂlﬂaﬂﬂﬁ]tﬂﬂu UANAINNU llﬂ'J'lllﬂﬂ!fViu@lf]ﬂﬁgﬁﬂﬁﬂ'l‘v‘lﬂ'liﬁ@ﬁ'liﬂlf]\?

o v [

Hed AN Nadansza 0.05 (Sig= 0.02) tlonadouauuagIu

9

UYADINT UANANNY 08191
< Y !
wenuseaI NN
Y ~ 1 A 1 Y] = a < v Aa A A

1) s1wldTasmasasmonuanaiany  Ianudamiuaelsz@niammsdeais

Yo3yAaINs Tu Isane1unanmIne1as lufnuue T guanile MuunMEaas tana1enu

(Sig= 0.01) Futlulmvauuagunasls




NAN15I98 / 84

Y A 1 A 1 % = a <3 v A A A
2) ﬁWﬂqﬂIﬂﬂlﬁaﬂﬁﬂ!ﬂﬂulmﬂﬁNﬂu Tanuaaiuaedseansammsaods

1 4
"U’é]\‘]‘]J‘ﬂa'lf‘l'iGluIiQW‘c’ﬂ‘U1a11141’31/]fJ"IafJGl,uﬁWﬂ‘U‘ll’ﬂ\iiﬂuﬁﬁﬁﬁ\i ﬁ?ﬂlﬁﬂﬁWﬁWizﬂlﬂﬂﬁWﬁ

1 @ % I a A 3’,
uANANNY (Sig= 0.00) Fuiluldauauuagunasly

Y A 1 A v o = a <3 1 A A A
3) 51‘(’1]1@1@ﬂlﬂﬁﬂﬁ@mi’)uu@lﬂﬁﬁﬂu uanuAauAeUsEansINMIsaods

wosynaIns TuIsanerunanmiineras lufnuuees gunanile Murean1ansdodls uana1g

U (Sig= 0.37) Saasauuagiuiaely

Y A [ A 1 o = a <3 1 A A A
4) i?ﬂllﬂiﬂﬂmaﬂ@@tﬂf‘]ulmﬂﬁﬁﬂu Hanuaaiuaedseansnmmsaodis

YoAAINT 1 159NN INeae lumnuve s guranila MUUMUIMAS Uas uAnANNY

(Sig.= 0.07) Jaljasavuagiuiaaly

M1319 4.16

1 I a a A
!Lﬁﬂ\‘lWﬁﬂTi‘Vlﬂ’(?f’ﬁ)'l]ﬂ31%!&@ﬂ@13lﬂu51ﬂﬁ1uﬁ}38’3% LSD ve4lsz@nsninnms

fod1svoaynains luTsaneruiauniinerdelumnuvessguraniia Auunumgaads

UNT19 18 lagnasnonou

szause1d lngmas

szause1d lnsnasdoino

T Taddu | 15,001 - 20,001 - | 25,001- | 30,001 - WINN

AiotAp 15,000 20,000 25,000 30,000 35,000 35,001
UIMN UM UIN UIN U UM
4.26 4.17 4.02 3.93 4.12 4.11
13ishu 15,000 110 4.26 - 0.09 0.24* 0.33* 0.17 0.14
15,001 - 20,000 U | 4.17 - - 0.15 0.24* 0.08 0.05
20,001 - 25,000 U | 4.02 - - - 0.09 -0.07 -0.10
25,001 - 30,000 U1 | 3.93 - - - - 0.16 -0.19
30,001 - 35,000 L1 | 4.12 - - - - - -0.03

11NN 35,001 VI | 4.11 - - - - - -

* = Significace 321 0.05

** = Significace 32AU 0.01
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1 I A,
NN 416 UAAINANITNATDUANULANAIITUT 18 IUA18T5 LSD 104
Yszdniammsdemsvosynains lulsanerviaumineraslumnuvessgunanils a1u
Y o [ A A [
unumgdaas Swunield lnomdoaeidou nuan
Yo a A Y ~ 1 A " Aa =\ a <3 [}
1) Auuimsniiseld laemasaomou iy 15000 1M TanuAafiuae
dszdninmmsaeasvesyaains lulsanermiaumineras luminuvessgunanils au
R '\ Yo A A YA Yo A A
UNMATENs 1NANETVUTMINNT e Idaeidon 20,001 - 25,000 UM tazA5UUTMITNE
s1e'ldaidou 25,001 - 30,000 1N
Yo a A~ Y A 1 A = a <3 [
2) F3uUTmaninelalagmasasi@on 15,001 -20,000 1M UANUAATUAD
dszdninmmsdeasvesyaains lulsawerviaumineras lumnuvessgunanils au
Y 1 Yo a A Y A
UNUINFAIds 110N A50UTMshiiae laae@on 25,001 - 30,000 U1
1 I k) 9 Aas a a
1519 4.17  UAAINANTNATDUANUUANAIUIUTIHAIUAI8IT LSD 99152 ansnInng

4 a W o 5 U 1 % &’
deasveayaains lulsanernawmiinerdelumnuuessgurnanils suilomenszvesas

o Y P~ ! A
Fi]’llLllﬂi’]Elllﬂiﬂﬁl!ﬂﬁﬁlﬂ’f]!ﬂ@u

seause 1§ Taomaodamou
szaunwldTaumie T TaisAu 15,001 - 20,001 - | 25,001- | 30,001- | WA
AeiAo 15,000 20,000 25,000 30,000 35,000 35,001
STRYY STRYY UM STRYY STRYY Yl
4.09 4.00 3.75 3.77 3.81 3.90
13ishu 15,000 110 4.09 - 0.09 0.34% 0.32*% 0.28* 0.19*
15,001 - 20,000 UM | 4.00 - - 0.25% 0.23* 0.19 0.10
20,001 - 25,000 U | 3.75 - - - -0.02 -0.06 -0.15%
25,001 - 30,000 UMW | 3.77 - - - - -0.04 -0.13%
30,001 - 35,000 U | 3.81 - - - - - -0.09
11NN 35,001 3.90 - - - - - -

* = Significace 32A1 0.05

** = Significace 3R 0.01
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. ' I a
1INA15 199 4.17 uaaswanmsnadouaNuuAna U8 1uA895 LSD  v09
Yszdniammsdeasvesyaains lulsaneruiaumineras luminuvessguranils au
& o £ A 1A '
oz ueams Suunie 1A lnomasao@on wun
Yo a A Y A 1 A (Y =\ a <3 [
1) gsuuimsniiseldlaomdeao@onlumu 15,000 1 TanuAauae
dszdninmmsaeasvesyaains lulsanermiaumineras luminuvessgunanils au
dy 1 Yo a Aa Y A Yo a A
Homaszvesans MNANEIDUTMINTsIeldne@on 20,001 - 25,000 VM F5UVTMITNE
Y = Yo a A Y1 A
719 lanai@ou 25,001 - 30,000 1M FsuusMINNswlade@en 30,001 - 35,000 UM taz
Yo a d‘d V] = 1 éj
Asuusmaniiselaaemonuinnii 35,001 vu 'l
Yo a A 9 = v = =\ a < 1
2) §5UUiMINNs1ela lnemasai@eu 15,001 - 20,000 UM IANUAATLAD
dszaninmmsaeaisvesynains lulsanerunaumineras lumnuvessguranils au
e " Yo A A Y1 A Yo  a .
iHovMiaszaeddls MNNMRSUDIMInTsIe ldaeasy 20,001 - 25,000 V19 LazFTVUTNITN
= Y A
18 laae@on 25,001 - 30,000 UM
Yo a A A Y1 A = a < '
3) gsuuimsninelade@on  20,001-25000 UM anuAaTiuae
dszdninmmsaeaisvesynaing lulseneuiaviineras lufnuuessgurnanils a1u
dy Y " Yo a A Y = v é’
ierenszuesas Yoonsuumsnise ladedon unna 35,001 vull
9 o a A A Y 1 A =~ a I~ '
4 g5vvinsiiisieldaeiaou 25001 - 30,000 1IN HAIWAALTUAD
Yszdniammsdeasvosyaains lulsaneruiaumineras lumnuvesiguranils au

dy Y 1" Yo 2 A Y = v é’
LUBUINITLUDINT uaﬂmmﬁmimwmw"lﬂmmau UINNI1 35,001 sU‘L!ll“]J
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MIN418  udasnamsSeufisuguanyusaIuyanauedsuuinsniinelsz@nsnm
msdeasveIyaaIng lulsaneriaurnInedelumiuvessgunartia - SunInms
y 44
§AEIMINEINTNDY

n =399

Usgansnmmsdeasvesyaainglu -

TsanennanriImeas lumnuvessy n SD M.D.  ttest P-value

]

-
UHIN U

1Ny 344.00 4.14 0.56 0.03 0.38 0.70

UNDMAAIAS (Sender) :
Illl!,ﬂﬂ 55.00 4.10 0.51 0.03

1Ny 344.00 3.95 056  0.04 0.49 0.62

IHEMIANIZURIENT (Message) =
lLitne 5500 © 389 ¢ 050 ¢ 0.04

ny 344.00 3.90 0.73 0.08 0.75 0.45

FOINWMIAOAT (Channel ) oo
- iy ¢ 5500 0 372 1 066 | 008

1Y 34400 | 4.12 0.67 0.02 0.16 0.87

UNUINATUATT (Reciever) ,
Tiwe 5500 398 058 0.2

1Y 344.00 4.03 0.55 0.04 0.52 0.60

MNTIW :
line 264.00 3.92 0.46 0.04

* = Significace 32AU 0.05
** = Significace 3R 0.01
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EXTENDED SUMMARY

1. Introduction

At present, technology has greatest important role in communication, but
basic communication has ignored causing numerous problems in many organizations
even medical services until found that there has many problems until complaints
occur. Staff is one of the mechanisms of medical services. Effective communication is
extremely important in providing services for accurate, reliable and most useful
information. But sometimes they are faced with problems because they often think that
communication with personnel is the only one-way communication. Moreover, service
recipients have different fundamentals, therefore medical personnel need to have
communication skills and choose to use communication correctly for effective
communication.

Accordingly, researcher studied communication efficiency of staff in
autonomous university hospital. Studying communication efficiency of personnel
staffs in autonomous university hospitals both finding gap between the relationship of
service recipients and personnel in public university hospital. Bringing results as data
for service planning stimulated communication knowledge and created positive

attitude in service to be used as a guideline for developing staff in communication
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skills to improve the quality of service and reduce conflicts, complaints from various

unwanted services.

2. Abstract

The objectives of this research are, 1.) to study the level of communication
efficiency of staffs in an autonomous university hospital, 2.) to compare the individual
personality that influences the communication efficiency of staffs in an autonomous
university hospital, and 3.) to propose the guideline to develop the communication
efficiency of the staffs in an autonomous university hospital. The research
methodology is a mixed methods research. Quantitative data were collected using a
questionnaire from 399 patients of the outpatient department and analyzed using
percentages, means, standard deviations, t-test and one-way ANOVA. The qualitative
data were collected using interviews with 8 keys informants and analyzed and the
content analysis.

Research results showed that the overall level of staff communication
efficiency was at a high level. The highest average value was senders, followed by
receivers, messages, and communication channel. The results of the comparative study
considering individual personality including education and salary showed that there
was a significant difference at a level of 0.05. The proposed guidelines for developing
staff communication can be summarized into : 1.)The communication methods should
be aligned in the same direction considering ability to perceive message from patients
of the staffs. 2.) Semi-formal writing language should be used to highlight the
important information to be notable. 3.) Communication channels should be flexible
based on the patients’ familiarity and also provide informative staffs for both old and
new patients. 4.) The receiver should be responsive to the complain or forwarding to
other personnel in charge. Suggestions from the study are that the hospital should
clearly define the policy and direction of personnel communication, define the scope,
clarify the goals and operational plans of the hospital to the service recipients, and
acknowledge and act in the same direction. Furthermore, the hospital shold adjust the
attitude and behavior of the personnel to be positive, encourage personnel to feel

important parts of health service communication and develop communication styles in
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both formal and informal agencies to help the management to get feedback from the
operation to be used as a basis for further targeting of policies and directions of the

agency.

3. Research Objectives

1. To study the communication efficiency level of staff in a public
university hospital.

2. To compare the personal characteristics of service recipients on
communication efficiency for staff in a public university hospital.

3. To propose ways to improve the communication of staff in an

autonomous university hospital to be more effective.

4. Scope of Research

4.1 Scope of Content

The researcher studied the communication efficiency of staff in an
autonomous university hospital. According to the concept of SMCR communication
Berlo (David K. Berlo) with elements of communication processes including Sender,
Message, Channel and Receiver.

Studying of interpersonal communication of Chitapa Sukphalm (2005)
about people’s communication who used personalities as communication media and
having to switch roles of being messenger while communicating research in medical
services of Chitsanu Phancharoen (2009) about communication skills of medical staff
with service recipients because it is a communication with particular health context
including studying principles of effective communication of Vijit Awakun (1983)
consisting of reliability, appropriateness, content, clarity communication channels,

continuity and consistency as basis for this study.
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4.2 Demographic / Sample Scope
1.4.2.1 Quantitative research such as patients receiving
medical care in the outpatient department both inside and outside hospital in the
patient or relative status who received medical services in public university hospital
with a total of 399 persons for sample groups
1.4.2.2 Qualitative research, the key informant is the
representative of staff involved in service from outpatient department of an

autonomous university hospital with total of 8 persons.

4.3 Scope of Area and Duration

The researcher studied the information in area of an autonomous university
hospital by using time to study and collect data during the month (April - December
2018)

5. Research Hypothesis
Individual characteristics of different service recipients affecting

communication efficiency level for staff in autonomous university hospitals.
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6. Research Conceptual Framework

Independent Variables Dependent Variables
Staff Characteristics
A. Gender The Efficiency of Staff
B. Age Communication in Autonomous
C. Level of Education University Hospital
D. Marital Status
‘ :> Role (Sender)
E. Occupation
O Message Consumption (Message)
F. Monthly Income
. ) O Communication Channel
G. Medical Service
Channel

Obtain ( )

H. Hospital Information

7. Research Methodology

This research is Mixed Methods research which is both quantitative and
qualitative research which has a method of conducting research as the following topics

will be presented.

7.1 Quantitative research

Population and sample

Quantitative research is the population used in quantitative research,
including service recipients of autonomous university hospital. The scope of
population in service of outpatient services, the sample size of 399 persons used in

quantitative research.
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Research Tools

The tools used in quantitative research are questionnaires which base on
conceptual framework and from the study of relevant theories and research consists of
questions 3 parts as following;

Part 1 Information about Personal Characteristics of Respondent staffs.
The questionnaire is a Check-List and a closed-ended question. Closed-ended question
includes gender, age, education level, marital status, occupation, average income,
education etc.

Part 2 Information on the opinions of service recipients regarding
communication efficiency of staff in the government regulated university hospitals,
including: 1. Sender Role 2. Message Content (Channel)

4. Receiver Role

Part 3 Open-Ended question about other suggestions and opinions

Inspection Method for Research Tool

Take the questionnaire to consult the thesis advisor to consider the
accuracy of questionnaire and then bring to 3 experts to consider the consistency with
research objectives and to verify content accuracy. Structural accuracy and language
usage by using the 10C (Index of Item Objective Congruence), each questionnaire
must have a value from 0.5 and up. The questionnaire has an 10C value between 0.67-
1.00.

Then questionnaire is modified to be based on the expert recommendations
after editing and updating query according to above instructions.

Therefore used to test and analyze the accuracy (Reliability) by applying
to try out with sample group that is similar as sample in the research. In order to test
understanding of questionnaire to be used to modify the questionnaire as appropriate,
in a total of 30 sets (Reliability) so on use the results to analyze value of confidence
by using the Cronbach ’Alpha Coefficient formula which the test criteria for
confidence value are Alpha from 0.70 up above. The reliability is within the standard
that the researcher can analyze confidence value equal to 0.895 and the question is in
the standard. Therefore it can be concluded that questionnaire can be trusted because

there is more than 0.70 at confidence.
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Data Collection

Requesting a letter from the Faculty of Social Sciences and Humanities,
Mahidol University in requesting courtesy permission to collect research data send to
the director of autonomous university hospital by requesting permission to collect data
in research studies. Asking to sign area, giving a questionnaire to the sample group
into the storage area with sample group by handing over 399 questionnaires,
explaining research purpose and returned questionnaires with complete examination of

questionnaire by themselves then put it into code and analyze the data.

Data Analysis

The questionnaire was used to analyze data using descriptive statistical
methods. Descriptive Statistics by Clarifying the Frequency Distribution, Percentage
Distribution, Mean, Standard Deviation for Personal Characteristics of Service
Recipients including using data analysis with content analysis method from the
answers in the suggestions and other comments to compare personal characteristics of
service recipients on the communication efficiency of staff in an autonomous
university hospital. And one-way analysis of variance: ANOVA in comparing the
personal characteristics of service recipients on the communication efficiency of staff

in an autonomous university hospital.

7.2 Qualitative research

Key Informant
Representatives of staff in the position of supervisor or operational at a
state-owned university hospital must be a person with high working experience in

service operations with service recipients from 8 outpatient services.

Research Tools
Interview form for communication efficiency of staff in the autonomous

university hospital divided into 2 parts:
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Part 1: Status of important information providers.

Part 2: Question based on the quantitative research obtained from
questionnaire of sample group, service recipients, with the main informant confirming
results and is questionnaire for informants to comment on the communication
efficiency of staff in an autonomous university hospital. Including propose ways to

improve the communication efficiency of personnel to be more efficient.

How to Check Research Tool

Studying, Review documents, Concepts, Theories and Review Relevant
Literature used to summarize for use in the construction of interview forms and then
take the interview form to consult the thesis advisor for determining correctness and
appropriateness of research content. Research used to improve the interview form
according to instructions and then take the interview form to improve and collect

information from the research key informants.

Data Collection

Requesting a letter from the Faculty of Social Sciences and Humanities
Mahidol University to request permission to collect interviews with personnel related
to work in autonomous university hospital.

Conducted interviews with personnel related to work in a state
autonomous university hospital. In the working area is requested permission to record

information on various interesting issues, use the data to be analyzed.

Data Analysis

Once the interview has been completed, using content analysis by
classifying words or messages, groups of key informants comment further interpreted,
synthesized and analyzed to create conclusion by bringing important issues to answer
the question of studying the communication efficiency of staff in public autonomous
university hospital.

Content analysis that the main informant group provided information
about the communication efficiency of personnel in autonomous university hospital,

including problems and obstacles, used to answer objectives to present the guidelines
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for improving the communication efficiency of personnel in autonomous university

hospital by analyzing data according to specified research conceptual framework.

8. Research Results and Discussion Results

8.1 Personal Characteristic Information

Personal characteristics data from sample group of 399 persons found that
most of service recipients are female at 66.2 percent. The age of service recipients
mostly happen between at age 31-40 years and 51-60 years at 21.6 percent. At
Bachelor's level degree or equivalent to 45.1 percent.

Marital Status at 49.6 percent, Civil Servants or State Employees at 36.6
percent have monthly income more than 30,001 baht, at 22.1 percent have received
medical treatment from other places at 86.2 percent and receive news and reputation of

hospital through media such as television, radio and internet at 42.9 percent.

8.2 The Level of Communication Efficiency of Staff in Autonomous
University Hospital

The level of opinion on the communication efficiency of staff in
autonomous university hospital at overall picture is in high level with the mean ( X)

equal to 3.96 and the SD value of 0.54 when consider in each aspect. The role of
messenger followed by the role of receiver message used communication message,
channels respectively, showing that as following details;

1. Messenger's Role

Messenger role, service recipients have provided trust and confidence in
receiving information directly from staff by considering the highest average question
score showed that staff are media that has a great influence on communication. But the
interesting point is providing personnel information still unclear. Difficult to
understand and confusing Despite the high level of opinion, but it found that average
score in the final ranking is another issue that should be developed for the effective

communication of personnel in the autonomous university hospital. Because in every
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part, staff seems to act like communicate people who act to deliver message to the
service recipients. If the staff perform perfectly as good as messenger did, the result of
communication will achieve the objective.

2. Content of Message

Information from Staff in autonomous university hospital, there is
credibility as a fact using language and gestures to communicate appropriately.
Information is accurate and complete useful and can be referenced with continuous
and consistent presentation. The main goal of this autonomous university hospital is to
encourage people to have knowledge, understanding and taking care of their health
cares. Health care can use the information to be useful for itself. The information from
staff is also necessary to have respectful facts and in the same direction. There is
reference source for service recipients. Staffs are required to consider message to suit
service recipients. But it should be developed efficiency in the clarity of message by
using of technical terms and local language usage during service for maximum
efficiency in each communication.

3. Communication Channel

It can discuss communication channels should be developed firstly in
communication efficiency of staff. Feedbacks for average level stays at high level but
it has been ranked in the last in communication elements especially usage of
communication channels according to their aptitude. The ability of service recipients
seem to be as well as the least average. There are many communication channels in
order to increase the opportunity for access to communication for service recipients.
Modern technology helps to speed up communication reducing steps and waiting time.
But it may not be suitable for the elderly or service recipients who are not skilled in
using technology. The selection of communication channels with service recipients
that are not suitable for service recipients’ ability may result in communication failure.
As a result, using communication channels are suitable for each client by considering
personal characteristics of service recipients and assessing the ability to recognize
communication channels, such as attitudes, behaviors or knowledge levels difficulty,

easy to understand or amount of information communication restrictions.
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4.Role of Recipients

Medical services in the recipient role, staff should be friendly in the
service continuously and consistently with trust. Trust create an impression of service,
being a hospital staff and performing health related tasks will be trusted as person who
has ethics in maintaining the confidentiality of the service. As a result, service
recipients want to consult or request information on medical treatment or other
services. From the staff regardless of which department service recipients expect that
when inquiring the staff must always receive advice in addition to medical treatment.
In the role of recipient, staff must also be consultant or support in resolving problems
of recipient. If requesting advice from staff, there is communication channel that

should be improved to in order to increase communication efficiency.

8.3 Comparison of Personal Characteristics in Service Recipients on
the Communication Efficiency of Staff in autonomous university hospital.

From comparing personal characteristics differences in the communication
efficiency of staff in autonomous university hospitals, it was found that gender, age,
status, medical experience from elsewhere and receiving news from hospital. There
are not differences in the level of opinions on communication efficiency of staff in
autonomous university hospitals. It is indicated that the communication efficiency of
staff in autonomous university hospital does not depend on individual characteristics
of service recipients only. There may be many other variables such as education and

monthly income, personal attitude and communication behavior etc.

8.4 Presenting Guidelines for The Development of Staff
Communication in autonomous university hospital to increase efficiency

From the study of communication efficiency of staff in autonomous
university hospital cause service recipients aware staff communication efficiency as
well as guidelines for staff communication development in the autonomous university
hospital.

From the research results found that the role of messenger should set staff
direction of communication in the same direction by having to consider the ability of

the recipient to understand before communicating. Choosing the right message has
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compiled information which is not complicated, also easy to understand. Do not
conceal information, informing the appropriate medical treatment facts increase the
selection of supporting documents in the process of receiving services by evaluating
from service recipients such as maps or navigation documents. Explaining every time
should allow staff to create good relationships with service recipients to create good
atmosphere of communication. They always give information also adjusting
messenger attitude to be positive in both, in matter of communication channel and
service recipients.

The content of message should communicate more with written language
or emphasize text important information will be different from general information.
Ready to use gestures as appropriate, suggest communication channels every time to
receive service with attached documents clearly should use polite language and
gestures. Little formal suitable service recipients should use language that is easy to
understand if it is a technical term. It ought to be explained meaning to easy
understand.

Communication Channel, Public relations, Communication Channels
according to the access or service recipients arranged the patient relationship officer
suggest methods for both old and new service recipients. Staff should improve and
develop form of supporting documents or various knowledge documents to be
beautiful, attractive with modern style.

Role of recipients should response back to service recipients when the
question arises, complaints or comments which may have related to organization to
proceed. Adding channels or opening opportunities to ask questions, helping or
suggesting appropriate solutions should add gestures also symptom of listening

enthusiastically and responded that audience had listened to the conversation intently.
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9. Recommendations

9.1 Recommendations from results of research

9.1.1 Policy Recommendations

1) Policy and Direction of staff communication should be
clearly defined. Defining communication boundaries, Clarifying operational goals and
plans of hospital's communication with service provider for staff to acknowledge and
practice clearly both short and long term.

By promoting and supporting staff potential development to
increase,

By organizing training, developing communication that will
be applied to work more which will result in work performance according to the policy
and meet the operational goals and operational plans.

2) Develop Communication styles in both formal and informal
organization to help executives get feedback from their operations that can be used as
basic matters for setting goals, policies and direction of organization at the same time.
Furthermore it will allow all levels of workers to participate in solving various
problems together.

3) Organize Activities to encourage participation in staff
working to adjust their attitude and behavior to be positive, encouragement staff to feel
that they are important parts of health communication for service recipients.

9.1.2 Practical Recommendations

9.1.2.1 Messenger Role

1) Provide training courses on communication
development potential of staff at both supervisor level and operational level by
focusing on creating skills, knowledge, expertise, and developing good personal
potentials of staff in order to create expertise in evaluating service recipients.
Moreover it can choose to use communication skills to adjust service recipients to
increase the efficiency of being a health communicator.

2) Develop potential of efficiency communication

of existing staff to create more expertise and encourage to be conveyed to others.
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Promote the creation of good atmosphere for
communication with personnel both working and during service to create the
impression and increase communication efficiency.

9.1.2.2 Message Content

1) Staff should develop the ability to use language
both speaking reading and writing to be clear, easy to understand. Not using
terminology that is difficult to understand by considering personal characteristics of
the service recipients.

2) Increase channels for awareness of health
knowledge information and provide easy access to customers.

9.1.2.3 Communication Channel

1) Staff should choose appropriate communication
channel for service provider by considering personal characteristics of service
recipients, including age, gender, education, income and accessibility.

2) Personnel should recommend communication
channels that are easy to understand and easily accessible. Complicated steps are not
recommended.

9.1.2.4 Role of Recipients

1) Staff should adjust their behavior to be more
skilled in listening or expressing service recipients acknowledging that they are
listening to what the recipient asks.

2) Staff should provide information according to
the needs of service recipients with clarity and direct to the point of question by
having to understand recipient’s clearly to avoid providing information that exceeds
requirement.

3) When the suspicion of service provider exceeds
the capacity of staff or is organization work, staff should have speaking or guidance
skills allowing service recipients to solve problems by themselves. They should not

refuse to help immediately.
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9.2 Recommendations for Further Research

1) It should be further study of current communication conditions in
various problems and obstacles including the expectations of service recipients in the
communication of staff in order to obtain more detailed information in guidelines
preparation for improving communication efficiency of staff in the autonomous
university hospital with greater coverage.

2) It should be comparative study for organization that has similar
operations such as public hospitals or other regional hospitals in order to study
advantages and disadvantages for organization to see the differences in other areas, to

develop and improve organization to be better.
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Faculty of Medicine Ramathibodi Hospital, Mahidol University.
270 Rama VI Road, Ratchathewi, Bangkok 10400, Thailand
Tel. (662) 201-1000

Documentary Proof of Ethical Clearance
Committee on Human Rights Related to Research Involving Human Subjects
Faculty of Medicine Ramathibodi Hospital, Mahidol University

MURA2017/909

Title of Project The Effeciency of Staffs Communication in an Autonomous

University Hospital

Protocol Number ID 12-60-55

I’rincipa! Investigator Miss. Thitirat Tisachaianun

Education Address Faculty of Social Sciences and Humanities
Mahidol University

The aforementioned prajecf has been reviewed and approved by the Committee on Human
Rights Related to Research Involving Human Subjects, based on the Declaration of Helsinki.

Signature of Chairman P i o
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Committee on Human Rights Related to T T e SR (T
Research Involving Human Subjects Asst. Prof. Chusak Okascharoen, M.D. +
Date of Approval March 30,2018
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