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Results of Improvement on Service Behavior of Out Patient

Department Staff at Buriram Hospital

Wisagorn Modthong Be.N.*

Abstract

o The purposes of this survey research: 1) To satisfaction of OPD patients. 2)To evaluate results of
occurrence reports of the service behavior. 3) To satisfaction of OPD staff to the activities of service behavior
improvement. Sample was 400 OPD patients selected by Systematic Sampling method and 56 OPD staff. The
instruments of this research: 1) Questionnaires on satisfaction of OPD patients about service behavior of OPD
staff by reliability was 0.97. 2) Questionnaires on satisfaction of OPD staff about the activities of service behavior
improvement. 3) Occurrence reports of the service behavior. 4) The activities of service behavior improvement:
4.1) Training humanized health care. 4.2) Training law to pray, have meditation, and Buddhism obligation and
practices. 4.3) Having are example of good service shown and discussed in every monthly meeting. 4.4 ) Training
good service behavior. 4.5) Having a monk ceremony and praying in the OPD periodically. 4.6) Rebounding
of the patient’s opinion. 4.7 ) Esteeming and praising the staff good service behavior. 4.8) If occurrence reports
of the service behavior called staff confidential discussion and suggestion for service improvement. The activities
of service behavior improvement during March 2009~ February 2010. Data were analyzed using percentage,
mean and standard deviation. Results of this research indicated that: 1) Overall satisfaction of services increased
to 79% which was in a high level. 2) There was one feedback on unsatisfactory service. 3) Overall satisfaction
of the OPD staff on the set-up actions to improve the services was 76.6%. Results of improvement better
before but less then target because changing service behavior was train difficult , so encouraging OPD staff on
importance of good services behavior should be firstly started. Training the staff to have good services behavior
is also required to be implemented. In addition , good supports from management in continuously conducting all
the earlier mentioned actions to improve service performance at the OPD are also required to ensure continuity

of the service behavior improvement.
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* Registered Nurse, Professional Level, Buriram Hospital

VOLUME 30 NO.2 : April - June 2012



