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GUIDELINE FOR CONFLICT MANAGEMENT IN STATE HOSPITALS IN
SAMUTPRAKARN PROVINCE, THAILAND: A CASE STUDY OF COMPLAINTS
IN HEALTH CARE SERVICES

JANPORN JANSIN 4836554 PHPH/M

M.Sc. (PUBLIC HEALTH) MAJOR IN MEDICAL AND PUBLIC HEALTH LAW
ADMINISTRATION

THESIS ADVISORS: CHET RATCHADAPANNATHIKUL, Ed.D. (POPULATION
EDUCATION), SURACHAT NA NONGKHAI, Psy.D. (MANAGEMENT),

VITOON EUNGPRABHANTH, Dr. MED.

ABSTRACT

This qualitative research aimed to study the negotiation and mediation
guidelines on patient complaints in 5 state hospitals in Samut Prakarn by conducting
interviews with personnel involved in dealing with complaints. The study surveyed and
collected information from 2003-2007. In-depth interviews were conducted on the
reasons for and methods of complaint, guidelines and approaches for negotiation and
mediation, results of mediation and the assistance given to complainants, including the
outcomes of complaint management in these state hospitals.

The research studied 28 complaints; 22 of these were successfully resolved
while 6 cases had to be looked at by a higher level hospital committee which had been
set up for that purpose. The areas of hospital activity that were most complained about
were medicine and pediatrics, followed by obstetrics and surgery. Most complaints were
motivated by conflicts in relationships or obscure communication by the service
providers, followed by conflicting information that caused misunderstanding by patients
and finally, conflicts in perceived benefits and obligations. The method that
complainants used most was contacting the hospital directly (15 cases). Negotiation and
mediation were successful as 22 cases were quickly resolved and good relations
maintained. The study found that negotiation and mediation to settle patient complaints
in the 5 state hospitals were generally in line with the guidelines of the Center for Peace
in Health Care but there were some differences. The approaches included: (1) making on
appointment to talk with the patient and relatives; (2) providing clear information to
them; (3) finding a solution to resolve the complaint and; (4) entering a compromise
agreement.

The study suggests that hospitals should realize the significance of clear
communication with patients. Each hospital should be encouraged to set up a watch out
and negotiation team which should undergo training to increase its conflict management
skill. A risk prevention network should be set up to prevent complaints. The venue for
negotiation and mediation should be the hospital or the patient’s home depending on the
convenience of patients and relatives. Hospitals should have contingency budget to
compensate patients in order to end the case rapidly.

KEY WORDS: NEGOTIATION / COMPLAINT ON DOCTOR / END COMPLAINT
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EXTENDED SUMMARY

Background and Significance of the Problem

In the past, people honored and trusted doctors on their medical profession.
Doctors could examine, diagnose or give instructions about treatment under the
acceptance and trust of patients and their relatives who usually had no objection to
follow doctor’s instructions. They admitted doctor’s authority to give medical
treatment. The relations between doctors and patients were the status relationship in
which patients obtained medical services without objection and doctors gave medical
treatment without the emphasis on medical fee. This generous treatment was more
like paternalism than doctor and patient.

Later, medication has evolved into medical science. Modern equipment and
technology are used in treatment and diagnosis so medicine develops rapidly. The
studying of medical science has changed to focus on specialization, which shifted
doctors’ interest from holistic medication. Moreover, the participatory democracy
encourages human autonomy, which is the human basic right. Therefore, doctor’s
decision for patient has changed to patient’s own decision with supporting law. The
characteristics of relations between doctor and patient also changed to contractual
relation.

Relationship between doctor and patient has changed according to the
country’s prosperity in materialism. In the past, doctor treated patient without
emphasis on compensation. At present, medication has changed and developed into a
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more varieties. Patients have alternatives to get medical treatment in state, private
hospitals and clinics. Some medical and other related services charge high fees, which
turn medication into ‘commercial medicine’ and create law relation between doctor
and patient. Patients realize more in their right and the right to claim based on the
principles of law.

At present, complaints and litigation on doctors are increasing in Thai
society. Patients’ point of view on doctor’s treatment has changed, resulting in more
complaints and claims for compensation. Due to the damage from getting public
health service, the government issued the Act on Government Officials’
Responsibility for Torts B.E. 2539 (1996) which protect the people’ right in case
where they are infringed by state officers due to the Officess’ uagligence. Under this
Act, the sufferers who are infringed by the doctors in hospitals or state agencies can
claim for financial compensation. It guarantees the patient’s right to receive financial
compensation from state hospitals. In 2002, the National Health Security Act B.E.
2545 was imposed, Section 41 of which designated that the National Health Assembly
must set aside up to 1 percent of the budget to allocate to medical service units as the
preliminary financial assistance in case patients get damage from public health
service.

The enactment of the Act is against the fact of increasing statistics of
patients’ complaints. The statistics of complaints lodged to the Medical Council of
Thailand in 2006 showed that 258 cases from across the country were submitted to the
consideration of the Office of the Permanent Secretary, the Medical Council of
Thailand and there were 353 cases pending for their consideration. The statistics
during 1998-2005 showed that doctors who got complaints worked in the first 5 fields
including surgery, medicine, obstetrics, orthopedics and pediatrics.

From the statistics of the National Health Security Office, in the year 2006,
443 cases were lodged for the consideration according to Section 41 of the National
Health Security Act. Among them, 371 cases met the criteria for consideration while
72 cases did not. For types of damage, 215 cases were death or permanent disabilities
(Type 1), 71 cases lost organs or became invalid (Type 2), 85 cases were injured or
fell in steady sickness (Type 3), including 60 cases that lodged the appeals. In the

suburb, complaints that met the criteria of section 41 of the Act and were accepted for
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consideration are the followings; 12 cases in Nonthaburi, 5 cases in Pathum Thani, 5
cases in Samut Sakorn, 2 cases in Nakorn Pathom and 7 cases in Samut Prakarn. For
types, 6 cases were Type 1 and 1 case was in Type 3. For the fields of medication, 2
cases were obstetrics, 3 cases were medicine and 2 cases were pediatrics.

Conflicts in medication and public health are the problem that Thai society
must find the solution. Therefore the executives of the Public Health Ministry
approved the program to develop conflict management skill for public health
personnel at all levels. The Center for Peace in Health Care was established on
September 25, 2004 under the responsibility of Doctor Banpot Tonteerawong. The
center has the roles in developing skills, knowledge and ability of public health
personnel to manage conflicts in the medicine and public health system with peaceful
methods through negotiations and mediation, which is in line with the Prime
Minister’s Order No. 187/46. The center’s flagship program to develop negotiation
and mediation skill of public health personnel was implemented in Samut Prakarn and
Ayutthaya. The statistical data, according to Section 41 of the National Health
Security Act, showed that complaints about medical treatment and public health
services occurred in Sumut Prakarn province as the second highest in the suburban
provinces. Therefore, this study aims to find the guideline to negotiate and mediate
complaints on medical treatment that occurred in state hospitals in Samut Prakarn.
The approaches to negotiate complaints of each state hospital are studied in
comparison with those of the Center for Peace in Health Care to find appropriate
conflict management guidelines which will be useful for providing public health

service in the future.

Objectives of the Study

1. To study the guidelines to negotiate and mediate complaints on medical
treatment in state hospitals in Samut Prakarn province.

2. To compare the guidelines to negotiate and mediate complaints on
medical treatment in state hospitals in Samut Prakarn with those of the Center for

Peace in Health Care.
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Scope of the Study

The information of this study is derived from the information about
negotiations and mediations on complaints about medical treatment in 5 state
hospitals in Samut Prakarn given cooperation in the interviews. The study focuses on
the information during 2003-2007. Interviews were conducted on the persons
involved with negotiations and mediations who worked in medical service units of

state hospitals.

Research Review

The concept about complaints on medical treatment
Wisut Fongsiripaiboon (1998: 348-350) concluded that the causes of
complaint or litigation come from many factors including 1) doctor 2) patient or
relatives 3) medical equipments and treatment 4) state 5) legalauthorities.

The concept on conflict’s theory
Wanchai Watanasap (2002: 1) implied the meaning of conflict as the
incidence occurred between 2 persons or more who negotiate on the basis of the
preferred value of each person or compete with each other to get power, status, target
and limited resource. The conflict may be hidden, emerging or occurring.
Wanchai Watanasap (2002: 5) implied that conflict develops in
3 following steps:
a) The hidden conflict that exists but does not appear expressly.
The hidden tension hasn’t fully developed.
b) The emerging conflict which almost appears. It is realized who
the other party is and the dispute but there is no procedure to solve the problem.
c) The conflict that appears evidently. Both parties have clear

dispute. Negotiation may begin to find the solution.
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Wanchai Watanasap (2002: 17) classified the conflicts as the
followings: 1.conflict on information, 2.conflict on relations, 3.conflict on preferred
value, 4.structural conflict and 5.advantages.

Compositions of conflict Pra Paisarn Wisalo and team (2004: 3) stated
that conflict has 3 compositions.

1. Persons; amid the situation of conflict, the behavioral expression of
a person reflects his or her belief, attitude and fundamental of thinking.

2. Interaction; when conflict arises, the way that parties interact to each
other is significantly up to their instilled behavior.

3. Substance; most conflict occurs from incompatible opinions and
each person views the fact with different aspect. Conflict can occur to everybody at
all time and places.

The concept on extinguishing the dispute

Wanchai Watanasap (2002 [2545]:5) proposed the process for
appropriate conflict settlement. The followings are steps for preliminary conflict
management:

1. Negotiation is the problem solving process. Up to 2 persons
must be voluntary to talk to each other about their different opinions and try to make a
decision together to find the solution for their anxiety.

2. Mediation is the intervention between conflicting parties by
the third person or third party as an intermediary. The conflict is managed in team but
the third person does not have the role to make a decision or to remiter a judgment.
The decision is made by 2 parties.

3. Arbitration is the dispute settlement process which is similar
to the process of court’s judgment. For example, the third person is the witness of the
dispute and makes the decision, but the parties can accept or refuse the judgment.

4. Adjudication is the litigation based on judicial system by
relying on regulations determining incidence and process clearly. Related laws are

referred to solve problem.
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Concept and negotiating methods in the medication and public health

system

Mr. Banpot Tonteerawong (2007 [2550]:115) revealed that, at present,
conflicts in the medicine and public health system range from no complaint,
complaints and litigation. These 3 conflict characteristics usually deteriorate morale
of service providers and service recipients, including the image of public health
system. Therefore if the conflicting parties can negotiate to stop the complaint or
litigation by negotiating outside court for the case that does not breach the laws, the
service recipient and service provider may be satisfied and bring tense relationship
back to normalcy. Good understanding of both parties usually based on the following
favorable factors:

1. Negotiators 2. Parties 3. System and venues 4 .Laws and rules about
negotiation and mediation

In principle, negotiating and mediating conflict in medicine and public
health system is similar to making a compromise in the judicial system as most cases
have 2 parties. The judicial system can be applied in the public health negotiation as
follows:

For medicine and public health, mediation in court is the negotiation
outside court based on the following practices:

1. Separate persons means separating parties

2. Separate matters means identifying cases for investigation

3. Separate room means separating venue for negotiation

1. Separating persons has 2 approaches; 1) the mediator who
negotiates the case must be separated from the service provider party. Formerly the
service providers usually talked with the damaged by themselves, which cannot stop
but even intensify the case. Therefore, it is necessary to separate person. The
negotiator or mediator must be a different person from the service provider party. The
mediator who must be mediocre and impartial may come from other service support
units or agencies. 2) Cooling down the temper of the damaged party is also vital
before starting the negotiation. Generally, the damaged party is usually angry when
the treatment’s result or services do not meet their expectation.

2. Separating matters means separating the case under negotiation
from the complaints submitted to the complaint acceptance unit. If the case has been
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filed to the Medical Council or independent entities, it must be separated specifically
for negotiation.

3. Separating venue, it is necessary to find the proper and neutral
venue for mediation, except the service recipient party accepts the hospital as the
negotiation venue. The room or venue for negotiation must be ample enough and has
privacy, including friendly and relaxing atmosphere.

The criteria and guideline to enter negotiation system

When conflict in medicine and public health system happens, the
responsible person should take the following points into consideration:

1. Arranging the channel for mediation The service units or public
health support units should arrange the channel for mediation by setting up the
negotiation center and a professional mediator. It will be a channel to introduce
conflicting parties to negotiation system. The center may have a role as a watch out
spot and accept the complaints. It should also coordinate with external negotiator and
mediator. Cooperation from negotiators working in other different units in the system
is also required so that the negotiating parties have trust in the center’s impartiality.

2. Both parties must enter the negotiation system voluntarily and
willingly. If any party is reluctant, it can withdraw from the negotiation process at all
time. The negotiating parties can choose the alternatives and agreement by
themselves. The fair conclusion must be reached with the satisfaction of both parties.

3. The mediator Negotiation is both art and science so the
professional negotiators or mediators must be interested in this task, have a keen
attention and voluntariness to work. They should undergo training and have
qualifications of negotiator, know the duties and seek experience relentlessly.

Exiting the mediation system, results of negotiation and mediation on
medicine and public health conflict Result of the negotiation may come out in the
following different ways:

In case both parties can reach the solution or the service recipient and
service providers can agree with satisfaction, the mediator may record the result. If
both parties wish to enter the compromise agreement as the evidence, they should

seek assistance from counselor or lawyer to draft the agreement.
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1. In case the complaint has been lodged but investigation hasn’t begun,
if the mediation outside court can reach the agreement, both parties may make an
appointment to sign the compromise agreement through the compromise process in
court level. Then the judge can carry on the proceeding according to the compromise
agreement.

2. In case the negotiation fails and exits the mediation system, if it tends
that the conclusion can be reached by other method such as the joint-mediation, the
case must be forwarded to the mediation coordination center of the Provincial Public
Health Office. The mediator from inside the medicine and public health system and
the external mediator must be invited to participate in the joint-mediation. In the other
way, the service recipient party may be suggested to lodge the complaint to get
preliminary financial assistance through the Sub-committee according to Section 41
of the National Health Security Act if the mediator deems that the damage is caused
by medical treatment without proving the guilt and the damaged has the right to
proceed with the litigation.

In case both parties cannot agree, either party can leave the mediation
system at anytime under both parties’ agreement that the substances occurred during
mediation cannot be used as the evidence in court.

Guideline; according to the Dictionary of the Royal Institute 1999
[B.E.2542], means the outline of conduct. The negotiation guideline is the conclusion

and suggestion that leads to practical methods.

Research Method

This qualitative research aims to compare the negotiation and mediation
guidelines on complaints occurred in state hospitals in Samut Prakarn with those of
the Center for Peace in Health Care. The study has 2 steps .The first one is checking
and recording the statistical data of claims and complaints in 5 state hospitals before
conducting the research. The second one is collecting information and documents
concerning to claims and complaints about medical treatment by conducting deep and

profound interviews with teams or the persons involving with mediating the
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complaints in state hospitals in Samut Prakarn. The information during 2003-2007 is

collected for this study.

Research Result

Interviews on negotiation team of each hospital show the amount of
complaints and the medication fields that were complained during 2003-2007. There

were 22 cases as per the below tables:

Table 1 Amount of complaints classified in year

Hospital Year
2003 2004 2005 2006 2007 Total
A - 1 - 3 1 5
B - 2 3 1 - 6
C - - - 2 1 3
D - - - 1 - 1
E 1 - 1 3 2 7
Total 1 3 4 10 4 22
Table 2 Amount of complaints classified in medical fields
Field Year
2003 2004 2005 2006 2007 Total
Obstetrics - 1 2 2 - 5
Surgery - - 1 2 2 5
Medicine 1 - 1 3 1 6
Pediatrics - 2 - 3 1 6
Total 1 3 4 10 4 22
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1. The field that was most complained

The preliminary statistical data shows that the fields of profession that
were most complained were medicine and pediatrics, which showed the same amount,
followed by obstetrics and surgery. The cases usually resulted from patient’s relatives
placing high expectation in medical treatment, when the result did not meet their
expectation, they made a complaint.

2. Reasons of the complaints

The interviews on all teamwork and the service units show the
following reasons of the complaint:

2.1 Communication Doctors provided insufficient information such as
the pathology of the disease, etc., to patients. The incompatible communication
between doctor and patient due to doctor’s daily workload was also the reason. The
complainants were in doubt about the treatment they received due to incompatible
understanding. They also placed high expectation on medical treatment, when the
result did not meet their expectation or loss occurred, they made complaints.

2.2 The standard of medical treatment The treatment below the
profession standard may cause loss, which resulted in complaint.

2.3The service system and patient’s rights for the treatment The
complainants did not understand their rights in the gold health insurance cards and the
transfer system to other hospital in case the hospital that patient was getting treatment
has insufficient medical personnel and equipment.

2.4 Behavior of service provider The careless medical service and the
treatment without mental care and gentle manner were also reasons. Patients feeling
that they were not treated as per their expectation may lead to complaint.

2.5 Benefits and compensation In case of loss due to the disease’s
pathology or the treatment procedure, patients lacking understanding may claim for
compensation even they are treated according to profession standard.

3. Additional findings The finding shows 6 risky cases that were under
caution but no complaint was made. They were 3 cases in obstetrics, 2 cases in

medicine and 1 case in pediatrics.
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Discussion

The research’s results can be explained as follows:

1. After comparing the conflict management principles of hospitals
with those of the Center for Peace in Health Care, the finding shows the causes of
complaints according to the above conflict’s theory in the following order.

1) Conflict on relationship The study points out that conflict
occurred from communication. Generally, communication creates interaction but the
wrong, obscure or incompatible communication creates misunderstanding.
Inconsistent communication both listening and impolite behavior also resulted in
conflict.

2) Conflict on information The finding shows that
acknowledging false information due to obscure explanation which failed to give vital
information, such as treatment, may make the fact vary and cause conflict.

3) Conflict on advantage For the loss that occurred from
pathology of the disease or medical treatment in the system, patient lacking
understanding made a complaint to get compensation even he or she was treated
according to profession standard, so conflict occurred.

2. Methods of complaint

The research found that the method that complainants used most was
contacting hospital by themselves (15 cases), followed by lodging complaints at
public health centers (2 cases), submitting the case to the Bureau of Inspection
(1case), Tambon Administration Organization (1 case), the Provincial Public Health
Office (1 case), police station (1 case), mass media (1 case) and the Medical Council
(1 case).

3. Result of mediation and assistance to complainants
The research showed the success of negotiation and mediation as 28
cases stopped litigation. Most cases stopped after getting clear information about
medical treatment (8 cases), followed by getting compensation and medical treatment
fees which were taken from hospital’s fund (4 cases), getting compensation from the

National Health Security Office (4 cases), joining funeral (2 cases), getting
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cooperation from the same service unit (2 cases) and accepting comment (2 cases).
The finding also showed that hospital communicating information clearly with
patients was the most important because it could end the conflict and maintain the
relationship, followed by patients getting compensation from the National Health
Security Office according to Section 41 of the National Health Security Act where the
damaged are entitled to compensation after they get standard medical treatment
without verifying the case as an initial aid to relieve the damage, plus the hospital’s
medical fee as a compensation. In claiming for compensation from the National
Health Security Office according to Section 41, claimants have to follow the petition
procedure even the patient and relatives are not asked whether they are satisfied with
the amount, but it was found that hospital usually negotiated with patient until both
parties reached satisfaction and used the hospital’s fund to compensate the damage.
Hospitals usually wanted to end the conflict as soon as possible to save their image
and credit. From the interviews, hospitals did not use the compensation according to
the Act on Government Officials’ Responsibility for Infringement B.E. 2539 that they
are entitled to because they wanted to end the case as soon as possible. They did not
want the case to disperse as it may repeat failure and deteriorate personnel’confidence
so they used the hospital’s fund to compensate for a rapid result.
4. Concluded result after comparing the conflict management

guidelines of the Center for Peace in Health Care with those of 5 state hospitals

The conclusion on negotiation and mediation to settle the dispute
from patient’s complaints in 5 state hospitals were generally in line with the
guidelines of the Center for Peace in Health Care but there are some differences as
follows:

1. In making appointment for negotiation, mostly, the hospital’s
representatives visited patient’s home which was good because it showed hospital’s
care to patient and relatives. They could know better whether patient and relatives
have the same understanding, which can facilitate the negotiations.

2. Interms of compensation, when loss or damage occurred from
medical treatment, the hospital usually submitted the case to the National Health
Security Office according to Section 41 of the National Health Security Act. The

finding shows that some hospitals also paid partial compensation which was agreed
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satisfactorily by patient and relatives. This way could end the case rapidly. The
process was shortened and did not waste time. It was also a suitable way to save
hospital’s image and credit.

3. After the negotiation reached acceptable conclusion of both
parties, for instances the damaged received clear information and compensation for
the loss, it appeared that some hospitals were not interested to make a compromise
agreement because they relied on trust with each other. This may become the
hospital’s disadvantage in the future if the patients or their relatives turn to lodge the
complaint or proceed with the litigation. No written agreement means no evidence to
help the case.

5. The guidelines to negotiate and mediate complaints of 5 state
hospitals

1. Make appointment with patient and relatives for negotiation

(1) Finding a suitable venue; for small hospitals, they should make
an appointment to visit patient’s home to show care and approach all family members.
For large hospital, a living room should be arranged for the convenience of patient
and relatives.

(2) The mediators should be the representatives of the negotiating
parties to prevent confrontation. The mediation will be easier as well.

2. Provide information to patient and relatives

(1) Compile information as soon as the case arises, study
information and evidence in details toexplain to patient and relatives clearly.

(2) Provide information and communicate with patient about the
treatment and cause, including pathology of the disease. Doctor should also take part
in the explanation.

(3) Provide information about the service system of the hospital,
for example, transferring patient to other hospital that has more readiness in medical
personnel and equipment according to the rights of Gold Health Insurance Card.

3. Finding the solution to end the complaint

(1) If the negotiation fails, assistant is needed. Related agencies or
the network such as village’s volunteer or the network hospital has to assist in the

negotiation.
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(2) If complainant gets damage or loss from medical treatment
under the profession standard and has the right in the Gold Health Insurance Card, the
case should be submitted to the National Health Security Office according to Section
41 of the National Health Security Act to claim for initial compensation.

(3) If loss occurs from public health service, the hospital will give
compensation and medical fee, which is a part of hospital’s fund, to end the case as
soon as possible.

(4) Change the patent for treatment to facilitate the coordination in
transferring patient to other hospital and check the patent that patient is entitled to, for
example the patent of the disabled.

(5) Accept comment of the complainant about the error or
incidence to improve the service behavior.

(6) In case the patient is transferred to other hospital, the case
should be followed up and coordinated with the new hospital. The information about
patient must be given to the new hospital to facilitate treatment and negotiation.

(7) Follow up with care and treatment steadily until patient
recovers to normal condition.

(8) Show participation in the loss by joining the funeral, giving
wreath.

4.Compromise agreement

When patient or relatives have been tended with care, treatment,
compensation or clarification to their full understanding, a compromise agreement
must be made as the evidence.

6. Additional findings for risk cautions

The study’s result shows that some hospitals take caution about
complaints by forming the watch out network in the same area. The information will
be forwarded to other venues, for example the public health center in the network
informs hospital about the possible patient’s complaint, which is a good measure.
Among all cases mentioned in this study, 6 of them were under the watch out network
so complaints did not occur. Obstetrics-related complaints were higher than other
profession fields because patients and relatives usually placed high expectation so it is

necessary to take caution closely.
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Suggestion from the Study

Suggestions on policy

1. Hospitals should pay significance to communication and provide
clear information to patient and relatives. Each hospital should be encouraged to set
up a watch out and negotiation team. These personal should undergo training in
negotiation and mediation to communicate the information clearly to prevent
complaint and litigation.

2. Hospital should create the network to prevent risk from complaints.
The information about possible complaints should be communicated within the
network, for example, the public health center informs hospital in the same area of

possible complaint. This can prevent risk at a degree.

Suggestions on management

1. The research’s result comes up with the suggestion that hospital
should have a watch out team to prevent complaints if loss or damage occurs due to
medical treatment. The team is responsible for explaining and giving information
rapidly.

2. If the incidence with possible risk to develop to complaint occurs, the
hospital’s director should take part in the explanation because patient and relatives
usually listen and trust more than other personnel in the teamwork and the case can
end more rapidly.

3. The study’s result shows that hospital usually gives compensation if
patient gets damage from hospital, which is the hospital’s fund. This method can
reduce the process and can end the case rapidly, as well as saving hospital’s image
and credit. Therefore the Ministry of Public Health should allocate the reserved fund
for each hospital to shorten the process of complaint or litigation.

4. From the interviews, the Act on Government Officials’
Responsibility for Infringement B.E. 2539 was not used for error occurred from
medical treatment, which is useful for hospitals as they are not liable to pay
compensation. Therefore, hospital personnel and staffs should have knowledge and

understanding in this Act.
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Suggestions on practices

1. The research’s result shows that communication is an important
reason that can create and end the complaint. All medical personnel should be careful
and realize the significance of clear communication to patients. Their caring behavior
on patients is also important to prevent complaints.

2. The study’s result points out that the venue for negotiation and
mediation should be hospital or patient’s home depending on the convenience of
patience and relatives. If possible the negotiation team or mediator should make an
appointment to visit patient at home to show care and assess the patient’s close
relatives whether their understanding is in the same direction to prevent complaint.

3. If complaint occurs, the negotiation team and mediator should take
the least time to collect information in order to explain to patients and relatives and

prevent the case to intensify.

Restrictions of this study

The sampling group is this qualitative research is hospitals in a province.
The sampling group is small. The deep and profound interviews about patients’
complaints were conducted on hospital personnel. Partial information is from
hospital’s records and documents. This research studies the negotiation and mediation
methods of each hospital. Some case studies were sensitive and inhibited the
respondents from providing all details. Some cases happened many years ago so
respondents cannot provide clear information. Therefore this research is analyzed

under the given facts.

Suggestions for the next research

1. The next research should study complaints on doctors. The damaged
parties should be asked about their required medical services that cause least

complaints.
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2. A study should be conducted on complainants why they stopped the
cases and what they require for compensation.
3. A study should be conducted on doctors or units in hospital that are

complained, their feeling and required security to guarantee their work in medication.
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