11
1.2

13

21
2.2
2.3

31

3.2

11

111

( Quality) 1



14

Webster's New Word Dictionary ( 1988: 1099)
( ttu degree of excellence which a thing

possesses)

Dictionary of contemporary  English
(1995:1157)

( a characteristic or feature of something)

(Quality of conformance )
( , 2538 :
58)
( Croshy, 1984: 9

Ishikawa, 1985: 45)

(Besterfield Besterfield, 1995:5

, 2533: 21)

11.2

(Services)

( Kotler, 1994 , 2538)

( , 2542:9)

( , 2537)



12

121

2539: 288-289)

( Intangibility)

(Place)

(People)

(Eqipment)

(Communication material)

15



122

123

D

2)

(Symbols)

(Price)

(Inseparability)

(Variability)

16



124

1

2)

( Perishability)

17



18

13
2 (Bopp.K.D., 1990: 6;
Omachonu, V. K., 1990; 3 , 2541)
131 (Technical or Professional
standard)
3 (
, 2533 , 2537)
1 (Structure standard)

132 (Expressive standard)



211

, 2534)

(Garrisan and Margoon, 1972

(Sensation) ( )

(Webster's New Universal Dictionary, 1977)

(2526) !

(2534)

(Sensation)

(2539)

19



2.2

Valarie

A. Zeithaml A. Parasuraman and Leonard L. Berry (1990)
4
221 !
2.2.2 !

2.2.3 1

224

( . 2538 : 33 )

( Expected Service ) ( Perceived Service )



31
Parasuraman Zeithaml Berry (19831990)
1980
SERVQUAL
1 (Tangibles)

2 (Reliability)

«

COiTy fIBUIGIJ 1

*K L 7tu IfiftjiSicia



3. (Responsiveness)

4. (Assurance)
5. ( Empathy)
Babakus
0.92
1
(2538), (2538) 1 (2539)
( 2540) 0.95, 0.94, 0.92 0.95
(2541) Parasuraman
(2541) 0.97
8

1)
2)
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3)

4)

5)

6)

7)

8)

(Carman, 1990; Cronin &Taylor, 1992; Parasuraman et al., 1988; Parasuraman et al.,



24

1991 citd in Goodale, 1997)
(Schesinger
& Zornitsky, 1991; Schneider & Bowen, 1985; Schneider, Parkington & Buxton, 1980;

Tornow & Wiley, 1991)

(Berry et al., 1991; Magold & Babakus, 1991)

(Dunlap, Dotson & Chambers, 1988 cited in Goodale, 1997)

(Brown & Swartz,

1989)

(Schneider et al., 1980)

(Senge,
1985 cited in Goodale, 1997)
1
(2520)
100 100

4 1) 2)
3
4)

0.05
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(2538) I
362
118 ! SERVQUAL
(2538)
!
321 137
! SERVQUAL
!
(Kandan & Ogundeyin, 1998)
109
148 !
(Schlesinger et al., 1991)
1,277
4,269 !

2)
3)

4)

41



Neilson (1986)

Chandler (1992: 66)

Gibson  (1991)

(2540)

4.2

(Conger and Kanungo, 1988: 474)

26



Spreitzer(1995)

4

(skill  variety)

significance)

(Haven &Mills, 1992; Me Ginn, 1992)

Thomas Velthouse (1990)

Spreitzer

Hackman and Oldham(1975: 162)

(task identity) (task

iy

(motor skill)
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p

(Hackman and Suttle, 1977: 130; Hackman and Oldham,

1980: 78)

2) (task identity)

(identifiable piece of work)

( Hackman and Suttle, 1977: 130; Hackman and Oldman, 1980:
78)

3) (task significance)

pn
pn

(Bandura, 1989)

(Self-efficacy Theory”
(Bandura, 1977: 192) P
(Ross, 1992:99)
P “ ” Bandura ( 1977:

191-215) P



(Bandura, 1986: 391)

(Bandura, 1977: 194

(Spritzer, 1995)
(Thomas & Velthouse, 1990)

helplessness)

, 2540: 48-49)

(

29

iversal



n P P
4.3
=]
( , 2540:6)
1 ( Increase self- efficacy)
P
2. P (Developing group conciousness)
P
3. (Reducing self-blame)
pn
4, (Assuming
personal responsibility for change) p

4.4



Goodale et al. (1997)

(2539)

«

485

31



(2539)
1.
2.
.001
3
49.7 (PC.001)
(2541)

5.1

(2522)

( reality testing)

(Hackman & Oldham , 1980)

32



1991)

52

5.3

33

( Tappen, 1989)

(Fleet & Peterson 11994)

(Fleet & Peterson, 1994

2541

Steers Porter (1987)

5 (Chu, LK., & Chu, G.S.P,,
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1 ( informational feedback)

( self-
awareness)
1
2 (evaluative feedback)
2 2

3. (positive and  negative

feedback) ( positive feedback)
(negative feedback)
4, ! 1 (informal  feedhack)

(formal feedback)



54

2533; 4-45)

11

12

35



Hackman ~ Oldham ( 1980)

( Early , 1989

Oldham (1980)

Locke and Latham(1990)

Schiesinger & Zornitsky (1991)

Brown & Swart (1989)

Greller & Parson, 1992)

Hackman
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Goodale et al. ( 1997)

05
(2541)

05

(Lawler,1990 cited in Goodale, 1997)
Hackman  Oldham

( , 2534)
Vroom

(Vroom, 1964
, 2534: 24)

6.1

2 (Porter and Lawler,
1968)



2
(task rewards)
rewards)

L
rewards)

2

(Extrinsic rewards)

6.3

Porteru

Lawler(1968)

Katz ~ Van Maanan (1977
(work rewards) 3
(social rewards)

(Task rewards)

(Social rewards)

(Organizational rewards)

38

2539
(Organizational

(Intrinsic

(Extrinsic rewards)



6.4

McClokey (1974)

94

39



40

Sibson ( cited in Hawk, 1999)

1) 70%
51% 50%

2) 80%

3

Goodaleetal. (1997)

1.

11

(Allen ,1985)
(Greenberg and Baron ,1995 1 ,

2541)



(2539)

(Schein,1983)

2
: "(what is)

"(ought to be)

0"y

41



7.2

| 2540)

42

12540:46)



(Goodale, 1997)

L
(External  Customer)

2.

2
L
2.

3
L

(Internal Customer)®

2540)

43



44



TQM
TQM

9 ¢ TQM

2
(Flatten Organization) (Cross-Functional Team)
3 ! TQM
4,
B,
TQM
10. 10

TQM
TQM

11. il

45



7.3

Cameron

Ettington (1988)

46



(

Greenberg  Baron(1999)

Goodaleetal. (1997)

(Hospital Accreditation)

81
Hospital Accreditation (HA)

2541)
Hospital accreditation

47



8.2

() 3 L

Forum on Hospital Accreditation

(

2540

' 2541)

35

241

48

10

- 2541

Natoinal



8.3
2541)

2
accountability)
3.

| 2549)

(social



8.4

, 2941,

35
2540 - 2543 (
- 2540)
1

A

50



2542: 14)

8.5

8.6

851

8.5.2

51

| 2542)

(social  accountability)



accreditation

8.7

8.7

(hospital accreditation)
L

(

12540)

 2541)

52



N
2
(cross funticnal team)
3,
8.8
(  2543)
1 . ( 160 )
2 (
200 )

3 (

4, o 100

53

554



commitment

(empowerment & teamwork)

54
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