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ABSTRACT

This Quasi Experimental Research contained a one group pretest-posttest
design. A comparison of the satisfaction towards the service quality of the hospital
out-patient department services before and after implementation of quality control
through a control chart was conducted. A total of 264 patients who received out-
patient department services in Nakornchaisi hospital were the samples. Data were
collected by using a structure-interview questionnaire to evaluate the satisfaction of
the patients.

After developing the control chart to control the service quality, it was found
that the control chart could be used as a guideline for quality improvement. The
control chart could indicate errors and evaluate work results of out-patient
department services regarding waiting period and duration of given out-patient
department services within the service specification of a health care unit. The
results was not related to the speed of service received. It revealed that, of medical
card agnisition time, duration of triage, duration of physical examination, duration
of payment process, and duration of medicine administration met the service
specification of the hospitals. Moreover, total customers’ satisfaction and the
satisfaction in each aspect were significantly increased after using the control chart
(p<.001). When comparing customers’ satisfaction before and after using the
control chart, it was found that total customers’ satisfaction before using the control
chart was at a moderate level (x= 3.52, S.D = .45) while after was at a high level
(x=3.76, S.D =.40).

It is recommended from the research that the control chart can be used in the
process of quality control; however, the data characteristics should be continuous
scores with multiple standards. The data received from the control chart model can
be used for any decision-making and planning in regard to out- patient department
services improvement. For all service sections, healthcare officers should be
provided to advise the patients about the process of service and to inform them
about waiting timeline. This would help the patients feel that they do not wait for a
too long and increase their satisfaction.
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