
CHAPTER II
PROJECT DESCRIPTION

2.1 Rationale
T h e  C h o n b u r i  R e g i o n a l  M e d ic a l  S c i e n c e s  C e n te r , a  t e c h n o l o g ic a l  c e n t e r ,  i s  o n e  

o f  2 2  d i v i s i o n s  o f  t h e  D e p a r t m e n t  o f  M e d ic a l  S c ie n c e s ,  M in i s t r y  o f  P u b l i c  H e a lt h .  T h e  

c e n t e r  i s  r e s p o n s ib le  fo r  th e  D e p a r t m e n t  o f  M e d ic a l  S c i e n c e s ’ d u t ie s  f o r  t h e  n in e  

p r o v in c e s  in  e a s te r n  s e a b o a r d  a r e a  a s  f o l lo w s :  C h o n b u r i,  C h a c h o e n g s a o ,  R a y o n g ,  

C h a n ta b u r i, T r a d , P r a c h e e n b u r i ,  S r a k a e w , N a k o m - N a y o k  a n d  S a m u tr e -P r a k a m .

W it h  s i x t y  p e r s o n n e l ,  C h o n b u r i  R e g io n a l  M e d ic a l  S c i e n c e s  C e n te r  i s  d iv id e d  

in t o  3  g r o u p s  a n d  o n e  s e c t io n  w h i c h  a r e  C o n s u m e r s  P r o t e c t io n  G r o u p , P u b l i c  H e a lt h  

G r o u p , Q u a l i t y  a n d  T e c h n ic a l  D e v e l o p m e n t  G r o u p  a n d  G e n e r a l  A d m in is t r a t iv e  S e c t io n .

T h e  r e s p o n s ib i l i t i e s  o f  e a c h  g r o u p  a re  f o l lo w i n g : -

1. Consumer Protection Group
R e s p o n s i b le  fo r  a n a ly s i s ,  r e s e a r c h  a n d  d e v e lo p m e n t  o f  a n a ly t ic a l  a n d  t e s t in g  

m e t h o d s  fo r  th e  q u a l i t y  c o n t r o l  o f  h e a l th  p r o d u c t s ,  h e r b a l p r o d u c t s ,  m e d ic a l  d e v i c e s ,  

in c lu d in g  id e n t i f i c a t io n  o f  n a r c o t ic s  a n d  p s y c h o t r o p ic  s u b s t a n c e s .  I n s p e c t io n  o f  

r a d ia t io n  e q u ip m e n t ,  m e a s u r in g  r a d ia n t  q u a n t i ty  a n d  e v a lu a t e  q u a l i t y  o f  X - r a y  r o o m s

a n d  d e v i c e s .
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2. Public Health Group
R e s p o n s i b le  fo r  a n a ly s i s ,  r e s e a r c h  a n d  d e v e lo p m e n t  o f  c l i n i c a l  p a t h o lo g y  a n d  

t o x i c o l o g y ,  a d d ic t iv e  s u b s t a n c e s  in  b io l o g i c a l  m a te r ia l ,  o c c u p a t io n a l  h e a l t h  a n d  

e n v ir o n m e n t a l  s c i e n c e s  in  o r d e r  to  s o l v e  h e a lth  c a r e  p r o b le m  in  th e  r e g io n  a n d  to  f in d  

th e  c a u s e s  o f  s i c k n e s s  a n d  d e a t h  th a t  c o n c e r n  o n  la w s u it  c a s e s .

3. Quality and Technical Development Group
R e s p o n s i b le  f o r  o p e r a t io n a l  p la n  c o - o r d in a t io n  a n d  p r e p a r a t io n , w o r k  

p e r f o r m a n c e  f o l lo w - u p ,  s u m m a r y  a n d  e v a lu a t io n ,  la b o r a to r y  q u a l i t y  a s s u r a n c e ,  

in f o r m a t io n  t e c h n o l o g y  s e r v i c e s  a n d  h u m a n  r e s o u r c e  d e v e lo p m e n t .

4. General Administrative Section
R e s p o n s i b le  fo r  g e n e r a l  a d m in is t r a t io n , o p e r a t io n a l  p la n  c o o r d in a t io n ,  p u b l ic  

r e la t io n  a n d  a d m in is t r a t iv e  b u s in e s s e s  in c lu d in g  o f f i c i a l  d o c u m e n t  d is t r ib u t io n ,  

b u d g e t in g  a n d  p e r s o n n e l  in i t ia t iv e s ,  f in a n c e  a n d  o f f i c e -  w a r e  s u p e r v i s io n ,  s a m p le  

r e c e ip t  a n d  d is t r ib u te  a n a ly t ic a l  r e p o r ts .
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Director

Consumers Protection 
Group 23

Medical Scientist Level 8 = 1
Pharmacist Level 8 = 1
Medical Scientist Level 6 = 2
Medical Scientist Level 5 -  5
Pharmacist Level 4 =2
Technician Medical Scientist Level 6 = 3
Permanent Employee = 2
Temporary Employee = 7

Public Health Group 14
Medical Technologist Level 8 = 1
Medical Scientist Level 8 = 1
Medical Scientist Level 7 = 1
Medical Technologist Level 7 = 1
Medical Scientist Level 6 =2
Medical Scientist Level 5 = 1
Medical Technologist Level 5 =1
Technician Medical Scientist Level 6 = 2  
Permanent Employee = 3
Temporary Employee =1

Quality and Technical 4 Administrative Section 18Development Group
Medical Scientist Level 7 = 1  General Administrative officer Level 7 =  1
Medical Scientist Level 6 = 1  General Administrative officer Level 6 =1
Temporary Employee = 2 Financial and Accountant Level 5 = 1

Data Recording Officer Level 5 = 1
Permanent Employee = 7
Temporary Employee = 7

Figure 2.1: Organization Chart of the Chonburi Regional Medical Sciences Center
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The Role of the Chonburi Regional Medical Sciences Center
The major responsibility of Chonburi Regional Medical Sciences Center is 

laboratory analysis service, especially for consumer protection activities and reference 
clinical laboratory, which are following:

1) Analysis for quality control of the health products, which are 
pharmaceutical, food, cosmetic, radioactive equipment and medical 
devices that have to meet the standard of The Ministry of Public Health 
in order to protect the consumers.

2) Analysis for the quality of food and water products in order to be an 
element of consideration in grant registering from the Food and Drug 
Administration.

3) Determination of narcotic substances, vaporized substances and 
psychotropic substances in order to be used as evidence material for law 
- suits.

4) Determination of narcotic substances in human urine for both of public 
and private sector organizations in order to enhance prevention and 
suppression of the narcotic problems.

5) Diagnosis and confirmation of virus and bacteria in order to support 
surveillance of diseases which are the cause of public health problems in 
the responsible area.

6) Analysis for forensic sciences, occupational health and environment 
sciences.

7) Studies and research in medical sciences in order to solve the public 
health problems in the responsible area.
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8) Implement the international laboratory quality system, ISO/IEC 17025, 
in order to ensure that the quality of analytical results conforms to the 
international standard.

9) Distribution of information and technological knowledge in medical 
sciences.

Groups of Customers
Chonburi Regional Medical Sciences Center has provided services in 

laboratories for both public and private sectors including general customers to use the 
results of analysis for consumers’ protection to get good quality of health products, 
registration of production and support disease diagnosis ascertainment. The group of 
customers are following.

1) Consumers’ Protection Section of Provincial Health Office in the region 
is in charge of collecting samples of health products in the markets to 
send to the center for inspection. If some products do not meet the 
standard of the Ministry of Public Health, product manufacturers will be 
put in the process of legal action such as formally warning or taking 
cases to court.

2) Communicable and Non-communicable Disease Control Section of 
Provincial Health Office in the region is in charge of collecting samples 
of food, water and biological samples and send for diagnosis in order to 
find disease in the case that there is outbreak in the region.
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3) Clinical Pathology Section of public and private hospitals in the region 
send biological samples of patients such as blood, serum, tissue etc. to 
diagnose the cause of sickness and mortal.

4) Pharmaceutical Section in public hospital that are under Ministry of 
Public Health send samples of drugs which are manufactured by both the 
hospital itself and by drug companies to analyze for drug quality control.

5) X-ray room of public and private hospital and manufacturer request for 
inspection for safety of radiate equipment operator, x-ray equipment 
checking to find whether they meet quality standard.

6) Food, water and other drink manufacturers send samples of their 
products to analyze in order to get the result to use as attachment for 
their products registration at the office of Food and Drug 
Administration.

7) Provincial Police Operation Office send material object in disputes that 
seized from accused person including accused person’s urine to test and 
analyze to find the types of addicted substance in order to use that result 
as evidence of cases that will be taken to court of justice.

8) Other people who bring samples to analyze at the center such as pool 
and underground water quality inspection, and etc.

At present time, the Thai Government has a policy on public sector reform in 
order to improve the efficiency of civil services and to better organization for public 
services, including improvement of civil servants performance to create ideas for
customers’ satisfaction.
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U nder the con text o f  international change such as free trade, econ om ica l, 

so c io lo g ica l and p o litica l, Thailand needs a serious continuous d evelop m en t o f  c iv il  

serv ice  system s. T his develop m en t is to im prove and to prepare the c iv il serv ice  

system s for the trend o f  tod ay’s change. For h ighest benefit o f  the p eop le  it has to c lin g  

on the m ost im portant princip le o f  the adm inistration o f  the governm ent and this needs  

to be done under the princip les good  governance.

T he O ffice  o f  the P ublic Sector D evelop m en t C o m m ission  has determ ined a 

n ew  v is io n  for the d evelop m en t o f  c iv il serv ice system s during 2 0 0 3 -2 0 0 7 . T he focu s  

o f  this v is io n  is “To attain a h igh  standard o f  ex ce llen ce  in the Thai P ublic  Sector as 

m easured b y  international criteria predicated upon the princip les o f  go o d  governance  

and ben efit to the Thai p eo p le .” The m ain purpose and ultim ate goal o f  such a 

develop m en t is to better serv ice  quality for the p eop le  and to reach a higher  

com p eten cy  and perform ance to that o f  international standards.

A ccord in g  to a royal decree o f  the principles o f  good  governance in 2 0 0 3 , a 

cod e o f  law  section  8, c la im s in exercisin g  authority for p eo p le ’s w elfare, the public  

sectors m ust operate their authority b y  being people-centered . T he public  sectors m ust 

be availab le to listen  to p eo p le ’s op in ion s and to a m ake clearer understanding to 

p eop le  to help them  realize the com m on  benefit w hich  results from the serv ice  duty. 

Furthermore, it is the c iv il servants’ responsib ility  to listen to op in ion s and satisfaction  

o f  so c ie ty  and the custom ers w h o are using the serv ice for im provem ent. T h ey  should  

also report to the supervisor any com m ents w hich  w ould  create a m ore suitable c iv il 

services perform ance for the future.
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M oreover, the center has im plem ented  the ISO /IEC  17025 Standard, w h ich  is 

the International Standard for testing and calibration laboratories. It contains all o f  the 

requirem ents that testing  and calibration laboratories h ave to m eet i f  they  w ish  to 

dem onstrate that they  operate a quality system , are tech n ica lly  com petent, and are able  

to generate tech n ica lly  valid  results.

T his International Standard sp ec ifies  the general requirem ents for the 

com p eten ce  to carry out tests and/or calibrations, including sam pling. T his International 

Standard is for u se  b y  laboratories in d evelop in g  their quality, adm inistrative and 

technical system s that govern their operation. Laboratory c lien ts, regulatory authorities 

and accreditation b od ies m ay also  use it in confirm ing or recogn izin g  the com p eten ce  

o f  laboratories.

A ccord in g  to the requirem ents o f  this International Standard, it is the 

resp on sib ility  o f  the laboratory to carry out its testing and calibration activ ities in such  a 

w ay as to m eet the requirem ents o f  this international standard and to sa tisfy  the needs  

o f  the c lien ts, the regulatory authorities or organizations p rovid ing recognition .

Further m ore, the situation analysis o f  the organization applies to both internal

and external custom ers.
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From  need  assessm en t am ong target groups w h ich  are

•  External custom ers: p eop le  w h o  co m e to send sam ples for testin g  at the 

center.

•  S am p les custodians: sta ff  w h o  are responsib le for sam ple receipt and 

hold in g

•  Internal custom ers: the analysts w ho receive  sam ple to test and analyze  

in laboratories.

T he feed  back from questionnaires that w ere distributed to 30  custom ers w h o  

cam e to send sam p les to analyze at center’s laboratories sh ow ed  that every  custom er  

expressed  the n eed  for a gu id e b ook  inform ing them  h ow  to co llec t and send  sam ples, 

76.7  percents o f  custom ers n eed  user m anual gu ide book. A bout reception  area, 4 0 .0  

percents o f  custom ers think that it is appropriate and 3 0 .0  percents o f  them  think that it 

is m ost appropriate. T hey think that there should  be m ore facilities such  as air- 

conditioners, seating, te lev ision , new spaper, public and internal te lep h on e, drinking  

w ater supply  tank and other stationery such as pens, sc issors etc. M oreover, 56 .7  

percents o f  custom ers w ere satisfied  w ith  sam ple custodians and the p rocess o f  sending  

sam ples, 83 .3  percents o f  them  think those sam ple custodians do their jo b  quickly.

H ow ever, custom ers have suggested  im provem ent in various areas as fo llo w s:-  

Problem s in the p rocess o f  send ing  sam ples

1) N o  proper containers for sam ples, m ostly  the sam ples have been  put on  a 

table, w h ich  is not clean enough.

2) Lack o f  stationery such as pens, rulers, sc issors etc.
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3) M ore sam ple holders should be supplied  for m ore su itable v iew

4) P u b lic  bulletin  board should be provided to sh ow  custom ers clearer  

in form ation  such as the date to receive analytical reports, the period o f  

tim e for operation that w eek en d s and h olid ays are not included , as w e ll  

as contact te lep h on e num bers.

O pin ion  on  sam ple custodians perform ance and su ggestion s for im provem ent

1) S am ple custodians g iv e  good  advice.

2 ) S logan  “sm ilin g  face, d o n ’t w ait too long, strong g o o d  serv ices, very  

p leased  to talk to” should  be presented.

3) There should  be serv ice  sta ff on  duty during lunchtim e lik e the bank.

4 ) There should  b e an organization chart to inform  custom ers and this chart 

should  present lin es o f  s ta ff in the o ffic e  and their nam es.

5) S am p le custodians should focu s on the slogan  “n ice  face, guest 

w elco m ed , com e like cou sin s, bein g  in m oral princip le” . T his is very  

im portant. I f  it is practical, every custom er w ou ld  be happy to com e  

again and again. M oreover, sh ifting o f  s ta ff  to have sam p les custodians  

at lunchtim e w ou ld  be good  for custom ers w h o  com e from  far away.

O pinion on reception room  and su ggestion s for im provem ent

1) M ore tables and chairs should be provided for custom ers.

2) D rinking w ater supply  tank should be provided for custom ers.

3) T e lev is io n  should  be provided for daily  n ew s fo llow -u p .

4 ) A rrow  sign s that sh ow  the w ay  to go to rest room s should  be presented.
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5) Office environment should be cleaned up, nice and set up a slogan 
board.

The customers’ point of view was obtained by interviewing, the personnel who 
are responsible for receiving samples are very nice, give good advice, serve customers 
quickly but the sample reception room should be improved.

By observation, when customers have problems in the process of sending their 
samples and contact to meet the analysts or laboratory supervisor, sometimes there are 
conflicts.

From interviewing of internal customers who are analysts concerned with 
sample analysis in laboratories, their opinion is that sometimes sample custodians make 
mistakes such as errors in recording of sample types.

About the sample receipt room, most people think that it is not quite 
appropriate. There should be more seats to serve customers. Garbage containers, 
television and drinking water supply tank should be provided.

In aspect of three sample custodians’ opinion, they need to attend training 
courses to develop their service skills including study visits to other reception sites to 
observe the sample custody systems of the other divisions of the Department Medical 
Sciences. They also need service manuals to use as guidelines for sample reception.



23

From those reasons, the Chonburi Regional Medical Sciences Center is required 
to develop service quality for customers’ satisfaction especially at the front office of 
sample reception unit which is the direct contact point for customers.

2.2 Goals and Objectives
2.2.1 General Objectives
To improve quality of service of the Chonburi Regional Medical Sciences

Center.

2.2.2 Specific Objectives
The specific objectives are:

• To assess the customers’ needs and satisfaction.
• To assess organizational factors that affect customers’ satisfaction.

2.2.3 Expected Outcome
The expected outcome is customers’ satisfaction on service quality.

2.3 Study Design, Methods, Approaches, and Techniques
This study is divided into three phases: (1) Situation Analysis, (2) 

Implementation and (3) Evaluation. The data was collected by questionnaires, informal 
interviewing, focus group discussion and observation. The study project was focused on 
sample receipt services. Following are the details of each phase:
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Situation analysis was performed to assess the current situation of sample 
receipt services.

2.3.1.1 Need assessment of customers by using questionnaire and 
observation

• Develop a questionnaire
• Test validity by two experts
• Improve the questionnaire
• Distribute questionnaires to customers who come to send sample for 

analysis at sample receipt area in July 2002
• Observe the incident during sample receipt and interaction between 

clients and sample custodians.

2.3.1.2 Need assessment of staff
• Interview the three sample custodians to get the information about 

the problems they encounter and what they want to improve about 
themselves.

• Interview the analysts to get the information about the problems they 
encounter and how they want sample custodians to serve them.

• Observe the interaction between sample custodians and analysts

2.3.1 Phase I ะ Situation Analysis
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Launch the intervention program that serves the customers’ need and 
personnel’s need as follows:

2.3.2.1 Human resource development
• Organize workshop - training course “Improvement of Service 

Skills” for every level of personnel in the Chonburi Regional Medical Sciences Center. 
By inviting a section senior personnel of the Thai Petroleum Department’s human 
resources policy as a guest speaker to a one-day seminar held in June 2003 at the Siam 
Commercial Bank training center, Tawanron Beach, Chonburi. The objective of the 
seminar was to educate personnel on the understanding of how to develop service skills 
and service minds by applying the learned principle. This would bring about a higher 
benefit and satisfaction for customers.

The content of the seminar consisted of a lecture on the topic of 
“Management for the Excellent Service” which detailed on service skill and psychology 
of service. A VDO presentation and group meeting on the topic of “How to Improve 
your Organization Service.” was also included. This was followed by presentation of 
result from group discussion, discussions and an opening for questions. There were 
thirty six participants from the Chonburi Medical Sciences Center. The seminar was 
supported by the Center with a total amount of 33,500 baht.

2.3.2 Phase II ะ Implementation
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• Organize a workshop-training course on the “Participation in 
improvement of Service Quality in the Chonburi Regional Medical Sciences Center” 
for every level of personnel. This was a continual curriculum from “Improvement of 
Service Skills” seminar held on the budget year of 2003. The administrative manager of 
human resources at Ptto limited was the main speaker in the seminar which was held 
for 2 days in May 2004, at Sida Resort Hotel, Nakom-nayok. The objective of this 
training course was to educate personnel to develop service and communication skills 
on a continual basis. This activity has been opened for wide discussion among 
personnel to share their ideas about the organization’s service quality development. 
Organizational goal setting, the method and trend of administration and the co­
operation within the organization, as well as building the working conscious in giving 
service to the people. This will lead to quality service improvement of the Chonburi 
Medical Sciences Center. The effectiveness and efficiency of administration is expected 
by emphasizing on the result of the participation for the customers’ satisfaction

The content of the seminar consisted of a lecture on a theory of 
organization and administration, the situational analysis of the organization by the 
method of SWOT Analysis. The speaker also shared on communication skill and 
cooperation within the organization, psychology and useful service techniques. In 
addition, there was a VDO presentation for each lecturing topic, discussion in groups 
such as “The Organizational Analysis by the method of SWOT Analysis” for vision 
setting and the organization’s mission as well as useful discussion on “Developmental 
direction and Service Quality in Organization” There were also presentation of result 
from group discussion and questions.
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There were forty participants from every level of staff of the Chonburi 
Regional Medical Sciences Center. The expense was from the budget of the Center 
with a total amount of 107,660 baht. The participants played an important role in group 
analysis for both strength and weakness, opportunities and threats which lead to 
organizational vision setting. They also participated in brain-storming to set the 
organization’s direction for service quality improvement. The practicum given in the 
seminar was also very helpful through activities and group presentations.

• Take three sample custodians on study visit to the Division of 
Cosmetics, the Division of Food and the Division of Narcotics in May 2003 to observe 
the sample custody systems of other organization.

2.3.2.2 Information System Development
• Develop the service manuals of the Chonburi Regional Medical 

Sciences Center to give general information to customers such as 
office location, roles and responsibilities, types of samples and 
objects that are acceptable for analyzing, service fees, and etc.

• Distribute service manuals to customers of both public and private 
sectors who are involved, and sample custodians to use as guidebook 
for receiving samples.

• Develop brochures that contain information on office location, roles 
and responsibilities and distribute this information to customers and
public.
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• Improve sample reception room to be more appropriate by building a 
reception counter.

• Provide air-conditioner, television, seats, garbage containers, 
drinking water supply tank and paper cups.

2.3.3 Phase III: Evaluation process
Satisfaction of customers and staff on sample receipt service will be evaluated 

after launching the intervention program for two years.

2.3.2.3 Physical Facilities Improvement
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2.4 Conceptual Framework

(Input)

Figure 2.2: Conceptual Framework
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2.5 Activities Plan with Time Table

Table 2.1: Work-plan

A c tiv itie s
2002 2003 2004

Jul Aug M a y J u n e Jul Aug M a y J u n e Jul Aug Sep N o v

1. S itua tion  Ana lys is

1.1 Need assessment o f customers

๏  Questionnaires and observation
1.2 Need assessment o f s ta ff

® Interviewing and observation
2. Im p lem en ting

2.1 S tudy v is it

2.2 T ra in in g  course

๏ Improvement of Service Skill
๏ Improvement of service quality
2.3 Information System Development

Service manual
® Brochures
2.4 Physical Facilities Improvement

3. E va lua tion

3.1 satis faction eva lua tion  o f 

customers

๏ Questionnaires and observation
3.2 satis faction eva lua tion  o f s ta ff

Focus group discussion and 
® Informal interviewing
4. W r it in g  Report
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Table 2.2: Budget

A ctivities No. o f  Units Unit U n it R ate T ota l am ount 
(Baht)

T ra in in g  Course 141,100

- Improvement of Service Skill 1 1 33,500 33,500

- Improvement of Service Quality 1 1 107,600 107,600

Study v is it 3 1 1,500 4,500
In fo rm a tio n  System Development 27,400
- Service manual 200 1 87 17,400

- Brochures 10,000 1 1 10,000
Physical Fac ilities Im p rovem en t 104,276
- Counter 1 1 63,986 63,986
- Air-conditioner 1 1 27,500 27,500
- Drinking water supply tank 1 1 2,790 2,790
- Miscellaneous - - - 10,000
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