A A v v a 99 ¥ a Y A a
FALIOIMIAUAINUUVIATL ﬂ1§ﬂi$Qﬂﬁiﬂfl%ﬂUﬂﬂ15ﬂ53%18ﬂu1ﬂl%iﬂmﬂ1wclu

Y a Y o
3 liusmsdiheuenlsangnnadyu
Alue UNANFYYINT NN
Sqan MNNAATHHTUNA (NMIIANTYAANNTIN)

c’d' %4 14 a a a 1 an
i’]15]15?]7]‘1.'%ﬂ‘H]ﬂ1§ﬂuﬂ]1!l‘U‘Uﬁ)ﬁ§$ WA.AT. JNAU 1HIFATD1I9

UNAALD

v
Y

m3dteliifaguszasdifioadathugunimaeanislfusas waziitedunaiians
Y A a I [
nszvreniFsguaimyuiueuanielunsidsudgsguaimuins ludiheuenves
T3anennadyu
o a Ao < ] A 1
Tumsduiiunmsade Isuuvaeununusrvswdoyanndusvuims ludiheuen
ULRRERT RN TR RETRY: 1@1mmmmuaauamiﬁ’ﬁ”uﬂfiuéf’mth 310U 440 au vaz'ld

v A

LL‘]J‘UZTE]’]J'E]HJﬂEI‘]JﬂHiJTVN‘I’HJ@] 400 21U N’] Elfl]\ihlﬂ‘lﬂll,ﬂﬂﬁ’é]ﬂﬂnﬁﬂ’uﬂi1 W"U’E'JSJ@@’JEJ

G

Aa o &
Tsunsuadadudigumedeanmans 19adndovas aunde drndeuuuinaigiv nas

H Y

ANDAYD NN
=2 v 9 @ a 9 ~ 9 ya [
HaNsANYINUNANITUVT M Iudiheuenianudesnis Ininsdsvlgqunin
msuimslugihuuenlunmswegluszan dhunars wazlinnunanelaluilagiiueglu
[ 09.:’ o [ a o a 4 :JI

szau thunan 9niiuihnudesnsvesdnsuusmsnihinsinsiziauiuaouveq

a A a :JI o a L4 1 o
MANANITNTZIEUTINFIguUIW MU Ta Iz T uuiaguaIw Kins
a J @ o w a 1 o o @
WATITHIAZIAGTEIANNMAYVBUNAUAA1 taziimuanIna lumsialivilge

a 1 a o 1 A A J
ﬂmqummmﬂufjﬂ’wuaﬂ Wamﬂﬂﬁﬁllﬂﬁ13‘I"i“W‘]J’ﬂﬂ’J13J€§Ijﬁ)QﬂTiﬂNmﬂUﬂ‘Vlklgljﬂ1ﬂ$LLuu



{ v o 9 o a Y a a Y Y A
NTﬂﬁqﬂ 3 ’E'J‘L!@'Ulljﬂﬁ'ﬂ ﬂ'J'liJﬁ\iWi’]li]ﬂlﬂ\?FjiJ'li‘U‘Uiﬂ'li ‘Vl'l\iﬂ'li!Wi]ﬁﬂiﬂJ'Uﬁﬂ?ieU'E'Nm'lﬂu'l‘ﬁ
o A v a Y3 @
, UIUYANTNHIUMIBVTUMAIEUUMITAR i lmiluuuaninlunsdsulyenaunin
Aa 9 I v W A 9 9o a
'Ufl'ﬂ'lﬁgluQﬂﬁﬂuﬂﬂlﬂuﬂuﬂﬂlﬁﬂL‘Ll’t’]\ii]1ﬂfl]g’ﬁ'liJ'liﬂG]@‘]Jﬁu@\?ﬂ'J'liJ@@\‘]ﬂ'ﬁmﬂﬂ@ﬁﬂ‘ﬂﬁﬂ?i‘lu
91 Y {
Atheuenlduniga

Y
v 1 [ Y 1

4 a o a = < v W
!LazlﬁﬂlﬂgEl‘]JLﬁﬂUﬁﬂJiﬁﬂu%‘ﬂNL‘ﬂﬂuﬂﬂ‘U‘U'ﬁ‘HﬂﬂLL"U\?ﬂQ 2 NUNUYALUN 3 DUAVLLIN
Y

o))t

@ T 1 o L4 o A 1o & 1

o dwandoyavd1sodvtioenndlai, miaaduasunisiiaun lusuilu desndi s

A 1 H

PUADU UAZFIUIUYAAINTNHIUMTOUTH 100%  HazNUNTIAAeNa515UTe 3 Suay

4

usn Ao Swauasilumsasnaeunsnensasaumaliianunionldodiane, szoza)
Y a Y 1 = ddy d‘ 19 1 [ = a v QaJJ

lumsTiusmsitosnii 45 wi waziinuiaeaso lidesndt 100 du nazlumsAny1ITenss

dy I o Yy Y a ld’ o 1 9 Y o a A

HnediveladunumataluifezimneuauononUABINITYOIRTVUTNITAG 52U

] E4

M3Iaa2, Matenaguiiagim-lui nazszuuAanenal uenitenntdsamsniiuuina
a o L 4 ! [ [ 1 a

1amsane lldszgndldiieRezdunuinialumsdSulswaziauigamwauusnig

Tsanenuraan 11l



Independent Study Title Application of Quality Function Deployment

Technique in Out-Patient Services at Lamphun

Hospital
Author Miss Chanyaphat Phikanesuan
Degree Master of Science (Industrial Management)
Independent Study Advisor Assistant Professor Dr. Wimalin Laosiritaworn
ABSTRACT

The aim of this research was to create a ‘House of Quality’ table, as well as implement
Quality Function Deployment Techniques (QFD) in order to improve out-patient services at
Lamphun Hospital.

The data for this study was collected from 400 questionnaires returned out of a total of
440 handed—out at the out-patients service in Lamphun Hospital. The data was analyzed through
the use of percentages, means, standard deviation techniques and weighted mean scores, using
SPSS software.

The results of this study indicate that the customers’ desire for an improvement in the
out-patient service was generally at a medium level, and the level of satisfaction was also
medium. The customer requirements were also analyzed using Quality Function Deployment, and
after that, the ‘House of Quality’ table was populated in order to analyze and prioritize the actions
needed to improve customer satisfaction. It was found that the requirements that received the
highest scores (and thus need the most improvement) were: customer satisfaction with the

behavior of the person in charge, the number of people who had passed the requisite training, and



the queue management system. These requirements should be a priority for improvement, as they
are critical to the customer.

The outcomes of the Technical Benchmarks show strong points (updates every week, a
decrease to only five stages of the process and 100% of the people who had passed training) and
weak points (the time needed to check information resources, the period of service being less than
45 minutes and car park size). This research therefore finds that the new technical support that
should be introduced to meet the needs of users includes: a new queue management system, to
separate old and new patients, and a redial system. It was found that this research approach may

be applied to other hospital services.



