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This doctoral dissertation is a qualitative study of the implementation
of Total Quality Management (TQM) in Thai public hospitals based on case
studies of 3 community hospitals: (1) Sansai Hospital in Chiang Mai province,
(2) Srimahaphod Hospital in Prachin Buri province, and (3) Khunhan Hospital
in Si Sa Ket province. The objective was to create suitable TQM guidelines
for Thailand’s public hospitals, especially community hospitals.

In-depth interviews with hospital administrators and the primary
personnel in charge of quality, along with observation of the hospitals’ operations
and analysis of documents showed that: (1) All 3 hospitals were in the process

of applying for Hospital Accreditation, which covers 6 dimensions of TQM
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operations system: leadership, strategic planning, customer focus, human
resource focus, process management, and information management system and
analysis. Each of the 3 hospitals had developed to a different level depending
on the leadership of the organization and the number and capabilities of the staff.
(2) In general quality management was enforced as a policy from above. The
management tried to hurry the process by setting goals and time limits. As a
result the process of educating and creating conscience about quality could not
fully take place throughout the organization, which affected the continuous
development and improvement of quality that is the heart of TQM. (3) There
was no clear form of support from the central government so each hospital
was left to find its own organizational management methods and manage its
own budget. (4) There were no far-reaching, continuous and tangible efforts at
developing the personnel’s knowledge, understanding and awareness of quality,
especially among hospital employees who were not civil servants. (5) The
organization will only be successful in implementing TQM in a sustainable
way if the leaders act as good examples and truly pay attention to the issue of
quality management.

The researcher recommends that Thailand’s public hospitals should
implement TQM by (1) applying the TQM principles of customer focus, process
improvement and total involvement for the greatest results in continuously
improving the organization; (2) applying the TQM operations system, paying
attention to the 6 dimensions mentioned above; and (3) applying the TQM

foundation building principles to the organizational management system and

at the same time implementing quality tools and techniques. The hospitals
need to set up a strong TQM system taking into consideration the context of
Thai public sector management, the organizational culture of public hospitals
and advances in modern management technology so they can choose suitable

solutions.





