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This research and development aims to develop service behavior of the
inpatient staff of Phathana Nikhom Hospital, Lop Buri Province by using participatory
action research from all insiders and others involved in every step which started with
studying current problems, needs for development, determine guidelines and methods
for development including key performance indicators for success for development. This
created opportunity for all insiders participating in leaming from developmental activity
practice in every step appropriately, by using service behavior response, mildness,
communication, understanding, friendliness, and having a good mood, as a research
concept. ‘

The findings indicated that:

1. the service behavior of inpatient staff of Phathana Nikhom Hospital which
is risky to receive negative attitude from the service users are as follows: mood control,
unclear communication, and no communication, unwilling to respond the service users,
and a lack of spirit due to a lack of education, understanding, skills, and positive attitude
in promoting good service behavior including a system of monitoring and follow up
evaluation regularly.

2. guidelines and methods to develop the service behavior of inpatient staff
of Phatthana Nikhom Hospital were processed by inviting all insiders and others
involved to participate in this program divided into 2 categories:

2.1 subdivision chief and section chief of the Hospital have to set up the
method to receive information, monitor, follow up the evaluation, promotion, bring
development to use in permanent work system.

2.2 use ‘learning development strategy to promote good service

behavior’ for this development and transfer this strategy to all network staff of health
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service, by providing workshop training for main staff, as a result from gradual
development by various strategies set consecutively, to rehabilitate knowledge, build
spirit and enhance the staff spirit value which resulted in service users, work unit, and
the staff themselves.

This development should put into permanent work system for its continuity
and sustenance. Members of the quality development board of Phathana Nikhom
Hospital used this development as a part of risk evaluation of the Hospital by
participating in leaming quality development process. The results should be exchanged
among the health service networks of the District, also expanding the leaming results to
10 hospital networks in Lop Buri Province.

3. the results of the strategy development mentioned above revealed that
the inpatient staff increased their knowledge and used it to develop personality in
welcoming to create impression, spirit services, changing the frame of thoughts, spoken
words, positive behavior, eradicating conflicts, and good givers. These results were
used for work at a high level to the highest level, i.e. by 95.85%. The consecutive
development also resulted in reducing complaints on negative behavior by 27.97 %. i.e.
from 66.67 % in 2006 to 36.70 % in 2007.





