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FACTORS AFFECTING THE SERVICE QUALITY OF THE BANPHAEO
HOSPITAL (PUBLIC ORGANIZATION)

PHANNIDA KHUNSONG 5436961 SHPP/M
M.P.A. (PUBLIC POLICY AND PUBLIC MANAGEMENT)

THESIS ADVISORY COMMITEE: SOMSAK AMORNSIRIPHONG, Ph.D.,
SIRIRAT CHOONHAKLALI, Ph.D., SOMBOON SIRISUNHIRUN, Ph.D.

ABSTRACT

This research aimed to study the factors which effect the term of service
quality of Banphaeo Hospital (Public Organization). This research is quantitative
research, the purpose is to; 1) To study the level of each of the organizational factors
of Banphaeo Hospital (Public Organization). 2) To study the service quality level of
Banphaeo Hospital (Public Organization) 3) To study the factors which effect
Banphaeo Hospital (Public Organization)’s service quality. The research data were
collected using a questionnaire which was the tool from the Sample group. The sample
was recorded patients from 399 samples from the OPD (Outpatients Department),
Banphaeo Hospital (Public Organization). The collected data from the questionnaires
is the tool used to analyze the statistical output, such as frequency distribution,
percentage, arithmetic mean, standard deviation (S.D.), Pearson’s product moment
correlation coefficient and Stepwise Multiple Regression Analysis.

The result found the level of each organizational factor of Banphaeo
Hospital (Public Organization) is overall at a high level. For individual analysis of
each factor found that technology had a high average, followed by task, personnel and
structure, respectively. Overall service quality of the Banphaeo Hospital (Public
Organization) is high. For individual analysis of each factor found that assurance had
the highest average, followed by reliability, responsiveness, empathy and tangible,
respectively. The organizational factor effects on the service quality of Banphaeo
Hospital (Public Organization) is positive as the statistical significance result was 0.05
based on the assumptions. The 4 factors of organizational administration had the result
of forecasting the service quality of Banphaeo Hospital (Public Organization) at an
overall percentage of 60.7. However, the most influential factor of the service quality
at Banphaeo Hospital (Public Organization) was technological.

KEY WORDS: ORGANIZATIONAL FACTORS / SERVICE QUALITY/
BANPHAEO HOSPITAL
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Correlations

JoSansiiviosdns tladuanu | dasesu | tedasu | dasesu | amawnns
Trsagsng U YARINS walulat Tiusns

lad2su  pearson Correlation 1 687" 630" 469" 582"

Thgeasne Sig. (2-tailed) .000 .000 .000 .000

N 399 399 399 399 399

lad2fu  pearson Correlation 687" 1 750" 681" 681"

nu Sig. (2-tailed) .000 .000 .000 .000

N 399 399 399 399 399

lad2fu  pearson Correlation 630" 750" 1 690" 701"

ypanng Sig. (2-tailed) .000 .000 .000 -000

N 399 399 399 399 399

la38Au  pearson Correlation 469" 681" 690" 1 690"

walllad g (2-tailed) 000 000 000 000

N 399 399 399 399 399

AMNINMS  pearson Correlation 582" 681" 701" 690" 1
Wms gig (2-tailed) 000 000 000 000

N 399 399 399 399 399

**_Correlation is significant at the 0.01 level (2-tailed).
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FACTORS AFFECTING THE SERVICE QUALITY OF THE BANPHAEO
HOSPITAL (PUBLIC ORGANIZATION)

PHANNIDA KHUNSONG 5436961 SHPP/M

M.P.A. (PUBLIC POLICY AND PUBLIC MANAGEMENT)

THESIS ADVISORY COMMITTEE: SOMSAK AMORNSIRIPHONG, Ph.D.,
SIRIRAT CHOONHAKLAY, Ph.D., SOMBOON SIRISUNHIRUN, Ph.D.

EXTENDED SUMMARY

1. Introduction

Banphaeo Hospital was originally Cummunity Hospital in Banphaeo
District, Samutsakorn, controlled by the Ministry of Health. The hospital has been
financially supported by the government, but still has limitations in terms of resources,
budget, and human resources.

It allows the management team to significantly realize to improve and
develop hospital to be able to survive and built a better service quality to the
community and people. This opportunity has allowed people to participate to
development process in form of Hospital Development Committee. The management
system is the state integrated deployed since 1988. There was changing in the period
of Bureaucratic reform during 1997-2000, the years of Economic depression of
Thailand, since the Ministry of Public Health set the policy to random hospitals to be
under government controlled. According to changing of Management system,
Banphaeo Hospital was approved by the Council of Ministers. The structure and
principle of operation is similar to the concept of public organization previously.
Consequence, on June 22, 2000 has been amended in hospital name from the original
“Banphaeo Hospital” to “Banphaeo Hospital (Public Organization)”. Since October 1,

2000, The Royal Decree was effective to be non-formal hospital. The Banphaeo
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Hospital become the solely public organization in Hospital category (Banphaeo
Hospital History: Online), its vision is hold to be learning public organization to be
servicing excellent, sustainable and effective management. The people involved into
their health care, directly working under the Ministry of Public Health, with self-
authorized to allocate and manage their resource to enhance flexibility, efficiency, and
the highest in service quality to deliver health service to people.

Public Organization is a form of governmental administration which not a
part of neither government section nor state enterprises but work on behalf of a legal
entity hold the freedom and flexibility of management including human resources and
budget allocation. The objectives implementation set up in accordance with the Public
Organization Act 1999 (B.E.2542) and the Decree of establishment, aims to provide
legal public service with non-profit propose. The management system is familiar to
private organizations whose maximize resources. The performance of non-formal
hospital of Banphaeo Hospital has managed freedom under its Hospital Committee
management team.

As providing service by the hospital needs many concerned sections such
as dentist, pharmacist, nurse, and staffs include internal management system planning.
Good management performance led systematic patient treatment, conveniently,
effectiveness. In the morbidity, people needs the best providing treatment from
physical and psychological pathology. Such needs require probably right to receive the
best service quality. Therefore, the first priority to be realized from the hospital is
significantly giving the best service to satisfy the patients. (Sirirat Prakobpanich,
2006:1). Especially, focusing on OPD which many patients and the first phase to meet
service providing. The OPD service continuously improvement accordance with social
and technological progress and end user needs. As service is the core value of hospital
management, enhancing service quality is building strength and sustainability.

Banphaeo Hospital (Public Organization) brought the concept of Hospital
Accreditation (HA) to applied since 1999, to improve the hospital standard of service
providing. They received the award from the Healthcare Accreditation Institute,
certified the standard of management and services which emphasized on service
improvement, treatment and encourage health care and organization management in

2006. To guarantee continuously improvement, they received the evaluation for
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reassure in the quality standard and healthcare service since February 21th, 2011 for 2
years. After that they become the Health Promoting Hospital (HPH) since 2011,
including awarded good service for community in 2010 from Sen Tang Thai
magazine. These rewards represented service quality way in which been the key to
management success, potential and organizational reputation (Shapiro, 1983, ref.
Nareerat Roobngam, 2010; 1). However, found that Banphaeo Hospital unable to
maintain good look after existing patients to get satisfaction and impression
sustainable (Charee Sripharat, 2007: 81), and found that the satisfaction level tend to
slightly decrease since fiscal year 2008 onward (Banphaeo Hospital, 2011). The
obstacle of service had effected to patient satisfaction evaluation in order to increasing
of patient for each year. In 2010, Banphaeo Hospital (Public organization) has
recorded of 536,485 OPD and 18,783 IPD. In 2011 has recorded of 635,048 OPD and
17,579 IPD, and in 2012 had recorded of 691,877 OPD and 18,060 IPD, the reference
indicated increasing of patients especially OPD, but its satisfaction is tend to less.
Thus researcher has focused on studying the factor in which effect to service quality of

Banphaeo Hospital (Public Organization), to collect data for probably improvement.

2. Abstract

This research aimed to study the factors which effect the term of service
quality of Banphaeo Hospital (Public Organization). This research is quantitative
research, the purpose is to; 1) To study the level of each of the organizational factors
of Banphaeo Hospital (Public Organization). 2) To study the service quality level of
Banphaeo Hospital (Public Organization) 3) To study the factors which effect
Banphaeo Hospital (Public Organization)’s service quality. The research data were
collected using a questionnaire which was the tool from the Sample group. The sample
was recorded patients from 399 samples from the OPD (Outpatients Department),
Banphaeo Hospital (Public Organization). The collected data from the questionnaires
is the tool used to analyze the statistical output, such as frequency distribution,
percentage, arithmetic mean, standard deviation (S.D.), Pearson’s product moment

correlation coefficient and Stepwise Multiple Regression Analysis.
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The result found the level of each organizational factor of Banphaeo
Hospital (Public Organization) is overall at a high level. For individual analysis of
each factor found that technology had a high average, followed by task, personnel and
structure, respectively. Overall service quality of the Banphaeo Hospital (Public
Organization) is high. For individual analysis of each factor found that assurance had
the highest average, followed by reliability, responsiveness, empathy and tangible,
respectively. The organizational factor effects on the service quality of Banphaeo
Hospital (Public Organization) is positive as the statistical significance result was 0.05
based on the assumptions. The 4 factors of organizational administration had the result
of forecasting the service quality of Banphaeo Hospital (Public Organization) at an
overall percentage of 60.7. However, the most influential factor of the service quality

at Banphaeo Hospital (Public Organization) was technological.

3. Objectives of research

3.1 To study the level of each of the organizational factors of Banphaeo
Hospital (Public Organization)

3.2 To study the service quality level of Banphaeo Hospital (Public
Organization)

3.3 To study the factors which effect Banphaeo Hospital (Public
Organization)’s service quality

4. Research hypothesis

The organizational factor effects to service quality of Banphaeo Hospital

(Public Organization) in positively aspect.
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5. Scope of the Research

This research has the scope of the research as following;

5.1 Content Scope

This research aimed to study the factors which effect the term of service
quality of Banphaeo Hospital (Public Organization) based on the organizational
management concept of Harold J. Leavitt (1964), with 4 components; 1) Structural 2)
Task 3) Personnel 4) Technological and implemented SERVQUAL, as the hospital
service quality concept of Parasuraman et al. (1988) namely 1) Reliability 2)

Assurance 3) Tangibles 4) Empathy 5) Responsiveness

5.2 Population Scope

The population for this research were the patients from OPD, Banphaeo
Hospital (Public Organization). As statistic record of OPD in 2012 has 138,732
persons. Random sampling by using formula from Taro Yamane (Yamane, 1970) (ref.
Sirirat Choonhaklai, 2006:99), formulated 399 samples.

The researcher has sizing of sample from population proportion from 7
related departments OPD such as Internal Medicine Department, Dental Center,
Orthopedics Surgery Department, Ear-Nose-Throat Department, and Ob-Gyn
Department, divided sample from 7 departments to 57 samples each.

Therefore, researcher has collected data from totally 399 samples.

5.3 Variable Scope
Independent variable was organizational factors

Dependent variable was service quality

5.4 Timing Scope
The research was conducted during January 2013-August 2014
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6. Research Methodology

Studying to the organizational factor which effects to the service quality of
Banphaeo Hospital (Public Organization) is the quantitative research, with
questionnaire as research tool. The questionnaire is guided from information from
many documents, textbook, and related research. Population is outpatient department
in recorded list of Banphaeo Hospital (Public Organization), by statistic reference
from OPD fiscal year 2012, totally 138,732 and calculated sample size under process
of Taro Yamane(ref. Sirirat Choonhaklai, 2006: 99), at reliability 95% become 399
samples. Collected data from sample group; recorded patients of Banphaeo Hospital
(Public Organization) from 7 departments such as Internal Medicine Department,
Dental Center, Orthopedics Surgery Department, Ear-Nose-Throat Department, and
Ob-Gyn Department, divided sample from 7 departments to 57 samples each.

Data analysis method with SPSS programme; using statistic method of
frequency and percentage, Mean and Standard deviation, Pearson’s product moment

correlation coefficient and Stepwise Multiple Regression Analysis

7. Research results

This research can be summarized by;

7.1 Individual patient data the result found that most of sample is female,
256 sample with 64.2 percentages, between 31-40 years of age, 84 samples with 21.1
percentages, average income under 10,000 baths, 172 samples with 43.1 percentages.
Education is in the range of Degree 103 samples with 25.8 percentages, most of samples
are farmer by 74 samples with 18.5 percentages. The requiring right for medical care is

Health insurance coverage program (Golden card) by 221 samples with 55.4 percentages.

7.2 Result of organizational factors level of Banphaeo Hospital (Public
Organization) found that overall organizational factors in high average (X= 3.98,
S.D. = 0.51), in which analyzed by each factor found that technology has highest
average in high level (X = 4.23, S.D. = 0.56), task is the second result with high
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average (X = 4.05, S.D. = 0.53), personnel is high average result (X = 3.92, S.D. =

0.63) and the lowest average is structure with high average (X =3.71, S.D. = 0.64)

7.3 Result of service quality level of Banphaeo Hospital (Public
Organization) found that overall service quality is in high average (X= 4.09, S.D. =
0.49), for each sub-factor found that assurance has the highest average and fall in high

level (X = 4.21, S.D. = 0.50), the reliability is in high average (X = 4.15, S.D. = 0.50),
responsiveness is in high average (X = 4.08, S.D. = 0.61), empathy is in high average (X

= 4.06, S.D. = 0.61), and the lowest average of result is tangibles with high level (x
=3.96, S.D. = 0.56)

7.4 Hypothesis test result found that organizational factor effects to service
quality of the hospital in positive result with statistic significantly at 0.05 based on
hypothesis. The influence of organizational factor effects to the service quality of
Banphaeo Hospital (Public Organization) over 4 independent variables; structure, task,
personnel and technology. On the other hand, Dependent variable is hospital service
quality with percentages 60.7 statistic significantly at 0.05 based on the hypothesis. The
organizational factor is classified by coefficient result; respectively result of influence

factor from the most to the lowest; technology, personnel, structure, and task, respectively.

8. Result discussion

This research has discussed its result based on research objectives as

following;

8.1 To study the level of each of organizational factors of Banphaeo
Hospital (Public Organization)
The result found that organizational factor which influence to Banphaeo

Hospital (Public Organization) is in high level as overall. In which be discuss its
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organizational factors are necessary to Banphaeo Hospital (Public Organization)
implementation and performance. The factors enhance and encourage management
process to achieve objectives and plans. Researcher could discuss the result to each
factor as;

8.1.1 Technology found in very high average, felt in very high
score such as 1) Instrument and equipment kept quality and efficiency 2) Brought
computer system to enhance service quality and worth more comfortable, convenience
and data accuracy. For secondary, 3) Concentration to improve service in process and
medical equipment continuously, in order to at present technology is key role which
more effect to both individual and organization aspect. In term of the public health
Medicare, technology has taken part to medical equipment development to be updated
and accuracy, led more safety and accomplished medical care with painless to all
patients. Banphaeo Hospital (Public Organization) have brought IT system to applied
to service coverage all hospital departments; for instance, Hospital Information
System (HIS) is to service plan and data management, Lab Information System (LIS)
and Lab Automatic system for Pathology, Picture Archiving Communication System :
PACS for Diagnostic Radiology; built intranet for hospital network for more
convenience to communication, collecting data, evaluating output to be an accuracy
output and data update available. These technologies is for enhance efficiency and
effectiveness for staff implementing to meet better performance, spending timeless,
responsiveness and meet customer satisfaction as well as their expectation.

8.1.2 Structure found in high average, considered by each
sub-factor sound that being in high average such as 1) Receiving service process is
probably offer. 2) Communication across functions between staffs taken less time 3)
Fast communication of internal staff could be explained that Banphaeo Hospital
(Public Organization) has an organizational structure as horizontal form, internal
decentralized organization led efficiency and flexibility to coordinate across functions.
In term of communication could be adjust the policy, discipline, agreement to practical
properly and accordance to current situation, including future. In accordance with
research result of Nisit Anantaruk (2003) and Akekaluk Nuttarit (2004), found that
after established Banphaeo Hospital to be in form of public organization, an

authorized hold by management team to bring modern management aspect to apply the
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organization, the horizontal concept is a one of its way, its visionary is composed,
commanded and controlled directly led staffs could be cooperate easier. The
decentralized decision is different to the original government management form. In the
result found that efficiency and effectiveness is higher performance.

8.1.3 Task found in high average, the first 3 sub-factors which
high rank average is 1) Medical Diagnostic by medical profession 2) Healing plan by
medical profession 3) preparing readiness of equipment. According to Banphaeo
Hospital (Public Organization) always prepare the stuffs, place, and staffs to be ready
for any cases. The considered procedures for OPD for caring completion, prevent any
mistake and handling plan to support any emergency case accordance the hospital
standard of Health Systems Research Institute (HSRI), 1996) has significantly
guidance for staffs, patients, and family in term of 1.Administrative 2.Clinical and
service activities 3.Ethical issue, logical, and social issue 4. Recording and
documentation 5.Safety 6.Human resources development. These all concepts has its
assessment to analyze accordance with organization.

8.1.4 Personnel the result found in high average with 3
ranking sub-factor; 1) Expertize of treatment and diagnosis 2) Staff of Specialized
professional knowledge 3) Service mind staffs. These all are necessary things are
creating efficacy human resources, expert and profession in each function, all of
factors are key success of an organization, accordance with Boonthun Sminoy (2011)
studied administrative factor and procedure in which affected to epidemiology
observation of the public health staff in area South zone district, Khonkaen province,
found that the level of implementing follow the administrative factor felt in the highest
average and the most is human force, which relative into positive fair level with
statistic significantly to epidemiology observation of the public health staff in area

Zone Tai district, Khonkaen province.

8.2 To study the service quality level of Banphaeo Hospital (Public
Organization)

Result found the service quality of Banphaeo Hospital (Public
Organization) at overall is in high level, could be explain that service could be

response to the patients to meet their satisfaction as following detail;
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8.2.1 Assurance the result found that assurance is overall in
very high level; 2 ranks of highest components are 1) Accuracy diagnosis and
symptom discussion could be clearly explained by physician 2) The financial staffs
could be calculated service fee accuracy, secondary, 3) Pharmacist could be given its
consult for medicine and medical products with right information 4) Physicians and
nurses has an expertized to control all equipment for each specialized case of healing
accordance with concept of Lynch and Schuler (1990) refers in Benjaporn Putkam
(2004:104) mentioned that the source of satisfaction for servicing brought by
assurance in staff knowledge, ability, expert of physicians. The confident for their
healing could assist them alive. Banphaeo Hospital (Public Organization) have
medical specialties and encourage physicians and nurses to have more training
performance and responsiveness to patients also.

8.2.2 Reliability found that its average is high, 3 ranking of
highest average; 1) pharmacist wholly dispense drugs and medical supplies 2) Clear
appointment form to patient for next appointment 3) Get a receipt with complete
details could be checked at any time of payment led reliability for the next service in
order to the hospital has old patient for repeating, accordance with the concept of
Parasuraman, Zeithal & Berry (1988), mentioned to medical service that “service will
be success must consist of importantly reliability including invariability and
dependability”

8.2.3 Tangibles the result found in high average with the
highest ranking is 1) Staff keeps clean and proper dressing. Secondary, 2) Providing
standard of medical equipment for service. 3) Clean and sufficient cribs and strollers
are available to transfer the patient. Patient might be evaluated the hospital standard
from what they have seen. Banphaeo Hospital (Public Organization) has an
environmental management to look after patients following the hospital standard.
They have to realized 1)Physical Environment and Safety 2)Equipment and Utility
System 3)Environment for Health Promotion and Environment Protection, accordance
with aspect of Weerapong Chalermjirawat (1999:40) who mentioned that physical
environment such as building, medical equipment, front reception service, decorated
building for good atmosphere, parking lot, restroom, information board, all of those

things are symbols in which represent its service quality.
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8.2.4 Empathy overall is in high average such as 1) Medical
privacy is hold by physician 2) Good taking care and patient awareness 3) Equally
service providing, respectively. Banphaeo Hospital (Public Organization) has keeping
its standard and handling under ethical principle of profession, its right has been
protected including private information unless permission from patient legally. (The
Medical Council of Thailand, 1998)

The profession of physician and nurses must be adhere
kindness, generosity, compassion for patients who have suffered both physical and
psychological symptoms of illness. Taking good care, attention, understanding and
awareness of what patients want. Providing equally service accordance with Weber
(1966) reference Suthep Uttayapong, 1994: 23) had the opinion about service that the
efficient service and most useful to people is unawareness of individual practice,
without personal attitude under service standard in the same way of practice.

8.2.5 Responsiveness the result found overall is high average,
the highest ranking is 1) Intention and carefulness, quick feedback to any inquiries
from patients. Secondary, 2) Fully service mind 3) Any inquiries has been quick
answer by nurse or staff. 4) Given properly assistant without any request by case from
physician and nurse accordance with Banphaeo Hospital (Public Organization)
implementation where implements service ways to service mind, emphasized patient

as valued customer, having observation and assistant to response all their needs.

8.3 To study the factors which effect Banphaeo Hospital (Public
Organization)’s service quality

The result discussion is for answer its objectives and hypothesis. The result
of research used stepwise multiple regression analysis, found available of
organizational factors such as structure, task, personnel and technology these all
factors effected to service quality of Banphaeo Hospital (Public Organization) in
statistic significant 0.05 based on the hypothesis. The 4 factors had mutual result to
estimated level of service quality level at percentage of 60.7

The most effect from organizational factor to service quality of Banphaeo
Hospital (Public Organization) was technological which related in positive result. We

could be explain that the readiness of medical equipment, medical supplies under its
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standard and sufficient including bringing new technologies for more convenience led
information accuracy. According to the research of Mayurat Suthhiwisetsak (1998),
studied the factor effects to technical service quality level in term of medical treatment
of Health Station area 8, found technological factor such as financial budget from
government, Health station budget, vehicles, medical equipment and instrument,
affected to technical quality service in positive result as statistical significant, and
accordance with Butsaba Butsayaplakorn (1999), studied factor effected to
administrative performance of Community hospital. In case of Banphaeo Hospital
found that clearness of policy, mission definition, task assignment and resource
readiness affects in positive result. After selection by using Stepwise Multiple
Regression Analysis found that the readiness of resources is brought to be the first

factor.

9. Recommendations from the study

The study of organizational factor which influence to Banphaeo Hospital
(Public Organization), researcher has suggestion following;

9.1 Policy recommendations

1) Should be encourage the Banphaeo Hospital (Public Organization) be
an prototype hospital for learning to other hospitals in term of management and
service form, especially the strength of applying information technology to compatible
with patient treatment program.

2) Should be increase medical experts to support the patient in the future,
especially in the morning period is prime time for patient visiting.

3) Making appointment to patient for strict scheduling, to distribute
coming time to afternoon and official holidays, for coverage service and comfy of

patient.

9.2 Practical recommendations
1) Setting up survey to summarized proper timing for each service stage in

hospital to improve service performance overall.
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2) Provide Medias such as Television to each department for learning with

entertain during waiting time, books and musical activities from volunteers.

9.3 Recommendation for future research

1) Study organizational factor which effect to service quality of Banphaeo
Hospital (Public Organization) for inpatient department (IPD)

2) Study organizational factor which effect to service quality of Banphaeo
Hospital (Public Organization) in qualitative research, in-depth studying from
hospital’s human resources group in parallel to the patient group to completely data, in

which focusing on both service provider and service receiver.
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