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Abstract

The objectives of the study on “Performance Evaluation of Hospital Quality
Improvement Process in Health Care for Hospital Accreditation Project :A Case Study of
Depariment of Pediatrics, Nakornping Hospital, Changwat Chiang Mai" were 1) to
evaluate the level of effectiveness of the Project operation 2} to analyze the factors
influencing to the Project operation of the officers and the satisfaction of
parents/relative of the patients 3) to study the understanding in the operation process of
the Project officers and 4) to study the problems and obstacles of operating the
Project.

The results of the study were as foliows : according to the Project officers, the
factors influencing to the Project operation were related to the structure of the Project,
its operation methods, coordination, cooperation and officers’ understanding on the
operation process at medium level.

The parents/relative of the patients decided to take this hospital service

because its qualified service, operating equipment, officers service of the



Department, and the convenience of receiving treatment satisfied them at high level.
While they were satisfied with their ability of continuing self-treatment after leaving the
hospital, and the suggestion of the medical and nursing personne! satisfied them at
medium level.

When analyzing the relationship between the factors influencing to the Project
operation and the satisfaction of the parents/relative of the patients, it was found that
the method of Project operation related to the effectiveness in terms of responding
qualitatively to parents/relative of the patient needs and the parents/relative satisfaction
at high level. In addition it was found that the understanding of the Project operation
was also related to the effectiveness at fairty high level.

According to the result of the Project in terms of the understanding of the
officers, it was found that they understood and were able to operate this project at
medium level. However, the problem of the Project performance was the fact that
doctors, nurses and officers who also had to rotate their work in the emergency ward
caused the lack of participation and the discontinuity in each process of operation
planning. This effected their ability to perform their duty with vision and implement the
Project to achieve the goals at general standard and the nine standards of hospital
service.

From this evaluation, the suggestions were that the Department should improve
the organization, the communication between the Department and the patient's
parents/relative , the service quality by reducing the duration of diagnosis/waiting for
drug distribution. The officers should deliver the service with smile; the clinical service
for patients’ treatment should be improved to meet the Project standard and to make
sure that they received the correct and in-time treatment. Furthermore, training for the
process of project operation implementation for better performance outcome should be

organized on the subject of 5 S techniques and TQM.



