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ABSTRACT

Quality service in health care systems is needed by customers. It is also an indicator of
the outpatient department’s performance. Quality service is usually assessed by patient
satisfaction and waiting time. Therefore, all partnerships should develop and improve the quality
of nursing service in order to satisfy consumers. The purposes of this developmental research
were to develop a nursing service quality model in the outpatient department using Logical
Framework Analysis, and investigate the results of nursing service quality improvement model on
patient satisfaction, waiting time and staff satisfaction. The study samples consisted of 272
patients and 11 staff from the outpatient department who participated in the Developmental
Quality Service Project, Thachang hospital, SingBuri province. The research instruments
comprised Interview Questionnaire, developed by the researcher based on the conceptual
framework of Aday & Andersen (1975), and a Waiting Time Form. Content Validity Index was
.96 and reliability was .90. Data were analyzed by using descriptive statistics and Mann-Whitney

U test.



The major results were as follows:

1. After developing the nursing service quality project at the outpatient department of
Thachang hospital, SingBuri province, the new nursing service model could increase patient
satisfaction and decrease waiting time.

2. Customer satisfaction after developing nursing service quality project was higher
than before developing nursing service quality project at the significant level of .05.

3. Customer waiting time after developing nursing service quality project was less
than before developing nursing service quality project at the significant level of .05.

4. All staff in the outpatient department were satisfied in developing nursing service
quality project.

The results of this study can be used as a guideline to develop and improve services in

departments and organization that respond to customer and provider needs.



