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This research is the first academic report of organization diagnosis in Thailand.
The obijectives of research are to study the present status, to identify the main problems
of Rajavithi hospital and to explore the causes and how to solve them. It also aims to
study the customer satisfaction in main tasks of hers as well. The results of the study at
Rajavithi hospital are benchmarked with the management of the faculty of medicine,
Siriraj medical school and are adapted to be the appropriate way to handle the
problems of Rajavithi hospital.

vSurvey research, case study research and benchmarking are the 3 main
research methods of this study. Both quantitative and qualitative methods are used
through open-ended questionnaires and in-depth and semi-structured interviewing.
Questionnaires are used for collecting the data about the present status and the main
problems. For the interviewing, In-depth interviewing is used for gathering the data
about the present status, the main problems and the customer satisfaction. Whereas the
semi-structure interviewing is used for gathering the data about the causes of the
problems and how to solve them. Moreover, the study and analysis of the involved
documents are performed for maximize the content validity of the research.

The sample of the study is divided into 2 main groups by using the way of data
collection. The first is the sample of 98 Rajavithi staffs for questionnaires, in which is
divided into 3 subgroups composed of high performers group, chiefs group and general

personnel group. The second is the sample of 30 persons for interviewing, in which is
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divided into 4 subgroups composed of the Rajavithi top executives and important
middle executivés group, significant external stakeholder group, medical services
customer and academic customer group and finally Siriraj executives group.

The research results show that the majority of samples are unsatisfied in the
current status. The top 10 main problems from all groups of questionnaire respondents
are leadership, goal and strategy, medical services task, coordination, manpower, IT,
training and development, culture, compensation and communication. The weight of
these 10 problems is 57.6% of all. The 7 main problems from all groups of interviewees
are medical services task, manpower, communication, IT, culture, leadership and
coordination. The weight of these 7 problems is 67.21% of all. Medical services task,
coordination and manpower are only 3 problems which found in all questionnaires and
interviewing sample groups. The internal factors are the main causes of all problems
except medical services task, manpower and compensation of which the causes are
mainly from the external factors. The ways to manage all problems are mainly depended
on the systemic approaches.

This research suggests that Rajavithi hospital should revolutionize the human
resource system, establish the top executives for supervising the human resource
system, goal and strategy and IT, speed up to solve medical services task,
communication, leadership and out-patient satisfaction problems, create the core value
and culture, adjust the financial regulations for more flexible, survey for academic
customer satisfaction and change paradigms of top executives.

However, the suggestions for the future researches are ought to diagnose the
other different organizations, cover more details of all major aspects of the
organizations, study all stakeholders' satisfaction for more precise diagnosis and
perform the comparative study of the different diagnostic models in different

organizations for evaluation of the fitness of each model and organization.



