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The purposes of this reserch were to develop the clinical Diabeles Mellitus service process in
T'akhii Hospital, Nakern Sawan province. The rescarch was done through 3 phases. The first phase was
studying the problem of service process ubowt record, laborutory, screcuing, treatment, and pharmacy. The
second phase was designing and developing the clinical Diabetes Mellitus service process. And the third
phase was evitluation. The number o population and sample group used for the study consisted of 302
diabetes patients, and 6 adininistrators. The instuments used in this rescarch were 1) an interview
questionnaire modifred from SERVQUAL developed by Parasuraman and others. The interview schedule
comprised two main parts: demographic dala, and the expected quality service: tangibility, reliability,
assurance, empathy, respansiveness. 2) A Brainstorming form for administrators.

The findings of this reserch were:

1. Before the operation of clinical Diabetes Mellitus service process, the over all service quality
as perceived by the study sample was al the low level.

2. In this scrviee process development, brainstorming of administrators revealed that the
nospital did not have clear policy of Diahetes Millitus ¢linic, the service system was slow, the service
officers lacked the skills, there was a shortage of service oflicers, unsuilable place, lack of service
behavior, no heatth education and sugpestion. And the service quality as perceived by the study sample
wans at the low level. To guide for service process development by service expectation, Vroom s
Ixpectancy Theory, and quality service by Parasuraman were apphied, The results were to improve the
service system by reducing some steps. They provided a speeilic service room. They changed hegith
cducation aecording to the plin to wroups of diabetes paticnts by suilable service officers, specified clear
duty for the otlicers, and changed the officers” service behavior.

3. After the operation of service development, it was found that the expected quality
service which camprised tangibility, reliability, assurance, cropathy, and responsiveness as pereeived by

the study sample was at the high level. And it was statistically significant difterent at the 0.05 level.
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