
CHAPTER IV
CONCLUSION AND DISCUSSION

4.1 Conclusion of Study
T his w as a study o f  the quality o f  serv ice  focu sed  on  the sam ple receipt serv ices  

at the sam ple receipt area o f  the Chonburi R egional M edica l S c ien ces Center. The  

sam ple receipt area is  located  in the front o ffice  w h ich  has direct contact w ith  

custom ers w h o  co m e seek in g  analytical serv ices. The quality o f  serv ices at the sam ple  

receipt area has to sa tisfy  custom ers. The purpose o f  this study w a s to assess the 

situation o f  the current serv ice  system  and assess w hat custom ers and s ta ff  n eed  from  

the Chonburi R eg ion a l M edica l S c ien ces Center to im prove the quality o f  serv ice. A nd  

h ow  w e ll the serv ice  quality  w as, after im plem enting the intervention program  that 

responded the need  o f  custom ers and staff.

T he study w as d iv ided  into three phases. The first phase w as an assessm en t o f  

the current situation o f  sam ple receipt services. A  need assessm en t o f  custom ers b y  

using  questionnaires and observation  w as com pleted . A lso  a need assessm en t o f  s ta ff  

by interv iew ing  and observing  the interaction betw een  sam ple custodians and analysts

w as perform ed.
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In secon d  phase, the intervention program  w as im plem ented  to respond to the 

need  o f  custom ers and staff. The intervention program  in vo lved  hum an resource  

d evelop m en t, inform ation system  d evelopm ent and p h ysical fac ilities im provem ent.

The third phase w as an evaluation  process. T he ach ievem en t o f  the project w as  

evaluated b y  a ssessin g  the satisfaction  level o f  custom ers and s ta ff  after launching the 

intervention program  for tw o  years. Evaluation o f  the training course ach ievem ent  

con sisted  o f  k n ow led ge, attitude and practice evaluations. E valuation  o f  the project 

ach ievem en t con sisted  o f  evaluation  o f  the cu stom ers’ and s t a f f s  satisfaction  on  the 

intervention program . C u stom ers’ satisfaction  w as evaluated by u sin g  questionnaires  

and observation. S t a f f s  satisfaction  w as evaluated b y  inform al in terview ing.

4.2 Discussion
The sem inar evaluation, by k n ow led ge the participant gained from  the sem inar  

b y having k ey  inform ants answ ering the k n ow led ge test, sh ow ed  that every  k ey  

inform ant’s testing  score w as at the good  level. T his is due partly to the natural 

perception o f  go o d  serv ice  that is w ithin  a person. To understand the theory o f  g iv in g  

good  serv ice  is easy.

The participant’s attitude evaluation toward the sem inar’s curriculum , b y  using  

focu s group d iscu ssion  m ethod, reflects k ey  inform ant’s good  attitude toward the 

sem inar. The princip les learned from the sem inar are helpful and can be used in a real 

setting. Interactive activ ities a lso  helped create lo v e  and unity am ong the personnel 

w hich  in turn has brought about better team w ork and helped d evelop  the team  to reach
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its h igh est potential. A  need  is felt from  the participants that such a sem inar should  be  

held  yearly.

T he observation  done during the sem inar sh ow ed  that m ost participants took  

part in the sem inar. T hey also  contributed in  g iv in g  usefu l su ggestion s and ideas for the 

brain storm ing p rocess to find the right and proper m ethod in d evelop in g  the quality  

serv ice  o f  the organization. T he interactive activ ities w ere intended to build  better 

team w ork and to reinforce the w ork ing sk ill through ice-breakers.

It w as the chance for personnel to express their ideas and rea lize the im portance  

o f  participation in organizational developm ent. In addition, the personnel felt the sen se  

o f  b elon g in g  o f  the organization. Further m ore, the lecturer w as experienced  in career 

o f  serv ice, as w e ll as h igh  potential in com m unication .

In co n sisten cy  w ith  the su ggestion s o f  Warattra K aew w ich it (2 0 0 1 ) from  her 

study o f  participation o f  nurses in hospital develop m en t and accreditation, nursing o f  

surgical patients w h o w ere con fin ed  for recuperation in  C hiang M ai M aharaja H ospital 

saying: the im portant factor for the develop m en t and hospital accreditation is the 

participation o f  the personnel w ith in  the hospital. T his can be done b y  preparing and 

educating the personnel to be ready to offer  a serv ice  b y  im parting k n ow led ge, shaping  

a thinking p rocess and gu id in g the personnel in the sam e serv ice  direction. T his is to 

prevent any con fu sion  or m isunderstanding that m ight cau se a con flic t in the w a y  o f  

th inking w hich  w ill effect the cooperation  and participation am ong the personnel w ithin

the organization.
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In order to a llow  personnel to have freedom  in exp ressin g  their thoughts, to 

participate in sharing the ideas and to have a part in m aking  d ecision , the ex ecu tiv e  

m ust support the organization in any usefu l activ ities w h ich  contribute to the benefit o f  

the organization. T his, som eh ow , w ill lead the w h o le  organization  to learn. T he process  

w ill take som e tim e for p erson n el’s op in ion s and attitude adjustm ent tow ard the quality  

serv ice  d evelop m en t yet, at the sam e tim e b u ild in g a sound  m ind and aw areness o f  

g iv in g  quality service.

In practical, inform ation should be w e ll com m unicated  and clear w ith in  the 

organization. It is im portant that any com m unicational ob stacles should  be tackled and 

insured that everyth ing is clear and understandable due to the fact that p eop le  are 

different in  their w ays o f  p erceiv in g  inform ation. T his shou ld  be accom p lish ed  b y  

a llow in g  personnel to participate in  setting goa ls  and ob jectives and a lso  m aking  them  

aware o f  the organ ization ’s v ision . This includes d elegatin g  and assign in g  the right 

person for the right responsib ility . The adm inistrator should  k n ow  that every  lev e l o f  

s ta ff  p lays their part in  com p letin g  the duty. W orking as a team  includ in g  the fo llo w  up 

process and evaluating o f  activ ities, needs to be done consistently .

The practice evaluation  con sisted  o f  observing the operation o f  s ta ff  during  

w orking hours and the coordination betw een  group w orks. It sh ow ed  that the sam ple  

custodians expressed  a warm  w elco m e to custom ers by b ein g  friendly, p o lite ly  offering  

good  ad v ice  in the sam ple subm itting process. T his due to sam ple cu stod ian s’ 

personality. The training helped  reinforce a higher e ffec tiv en ess in accom p lish in g  the 

task. It is con sisten t w ith  W asana W ongkhanthong’s (1 9 9 9 ) study on  quality serv ice  as
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reflected  in oral surgical patients. S he stated that, every  lev e l o f  personnel co m in g  to 

w ork in  the organization m ust be screened b y  the p rocess o f  ch oosin g , searching before  

assign in g  a qualified  person in the right p osition . P rovid ing  a d evelop m en t process for 

personnel b y  supporting them  in higher education  n eed s to be done as w e ll. It should  

a lso  include a sp ecia l sem inar for further n eed  k n ow led ge, and ability. A lso , in  

estab lish in g  a serv ing  co n sc io u sn ess in personnel, a sem inar on  h o w  to have an 

im p ressive  serv ice  and on  preparing for a quality  serv ice  organization, etc. should  be  

offered.

H ow ever, there w ere som e problem s that have b een  found related to the 

coordination b etw een  the sam ple custodians and the laboratory staff. T he m ost often  

found problem  w as the sam ple custodians rece ived  som e sam ples w h ich  did  not m eet  

the required con d ition s o f  the laboratories. There w as a lso  a problem  in changing som e  

con d ition s in rece iv in g  the sam ple w ithout in form ing a sam p le custodian.

M oreover, som e personnel did not express a w arm  w e lco m e  to th ose  w h o cam e  

to contact a governm ent o ffice . T his, h ow ever, w as due to the particular p erson n el’s 

ow n  character w h o  failed  to d evelop  th em selves in  offerin g  the serv ice. T h ey  also did  

not attem pt to adjust th em selves to a n ew  trend o f  governm ent o ffice  system . S om e still 

b ehave as traditional governm ent o ffic ia ls. The adm inistrator, therefore, m ust pay  c lo se  

attention to this and deal properly w ith  this particular problem . A  change o f  p osition  for 

som e personnel m ight need to be m ade as w e ll as rev iew in g  the ch o o sin g  and searching  

process for qualified  s ta ff  for the positions. The p eop le  w h o  have a great p assion  and 

clear v isio n  for the organization should b ecom e first in screen ing the p rocess o f  s ta ff  in
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The su ccess evaluation  o f  the project running b y  evaluating the satisfaction  o f  

tw o  hundred and forty seven  custom ers toward the serv ice  g iv en  b y  the Chonburi 

R egion al M ed ica l S c ien ces Center. It w as found that the satisfaction  o f  custom er  

tow ard the over all serv ice  ranked average to excellen t. M ost custom ers w ere satisfied  

w ith  the w e lco m e  at the reception area, the im pression  on  the care g iv en  during serv ice  

hours, b od y  language, p o liten ess and hospitality  o f  staff, the co n v en ien ce  o f  the sam ple  

subm itting p rocess, the prom ptness w ith  deadlines and the fairness in  g iv in g  service  

w ere at go o d  lev e ls .

T his is  con sisten t w ith  W atcharapol P hunual’s (1 9 9 9  cited  in W ipaw adee  

Sainam tan 1999). H e stated that a good  personality usu ally  is  the first and m ost 

im portant im pression  to the custom er. Therefore, th ose  w h o  are in v o lv ed  in  g iv in g  

serv ice  should  pay  attention to their ow n  personality. T h ey  should  b e  trustworthy, se lf-  

confident, p o lite  and neat. T he personnel should  also  have an enthusiastic  personal, 

m ature in tem peram ent and express th em selves properly in g iv in g  serv ice. E ven  though  

there are som e problem s and obstacles in fu lfillin g  the duty, g iv in g  the best serv ice  is 

still w hat the custom er expects. This w ill even tu ally  bring about the custom ers 

satisfaction  toward the serv ice  and they w ill surely co m e back for the serv ice  again. 

Arthit บ rai ratna & A dulsak  Teerajinda (1 9 9 2  cited  in W asana W ongkhanthong, 1999.)  

support the idea w hen they stated, “the satisfaction  o f  custom ers stem s from  bein g  

hosted  properly and w arm ly from every level o f  personnel in the organization  w h ich

order to offer the best service to the satisfaction of the customer. At the same time, this
will prevent the organization from customer complaints.
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w ill lead to the acceptance o f  the organization’s quality  serv ice .” Jittinan D echachupt 

(1 9 9 6  cited  in W asana W ongkhanthong, 1999.) has described  that “in g iv in g  service, 

the personnel should  be friendly and sh ow in g  a great m ind o f  offerin g  a serv ice. T hey  

should  b e d iligen t in  w ork ing and try every w a y  p o ssib le  to a ch ieve  the e ffec tiv en ess  in  

g iv in g  the service. T h ey  should a lso  have a capability  in  u sin g  the k n ow led ge  properly  

and havin g  sp ec ific  sk ills  w h ich  w ill respond and m eet the n eed  o f  the cu stom ers.”

H ow ever, som e custom ers expressed  a less than average lev e l o f  satisfaction  for 

the co n v en ien ce  o f  the sam ple subm itting process. T his is  con sisten t w ith  the 

su ggestion  g iv en  b y  custom ers regarding the service: there should  be an o fficer  

availab le at the sam ple subm itting area to g iv e  ad vice on  h o w  to com p lete  the request 

form s. There should  b e carts for carrying som e h eavy  sam p les and gu id elin e to fo llo w  

for fillin g  out request form s.

M ost custom ers w ere satisfied  w ith  each p rocess o f  the analytical serv ice  such  

as the sam ple subm itting process, tim e used to subm it a sam ple, paym ent p rocess, and 

analytical results receiv in g  process. A ll are at a good  level. It w as a lso  found that som e  

custom ers satisfied  w ith  the analytical result receiv in g  p rocess at less  than the average  

lev e l and the u n satisfied  level. T his is consistent w ith  the cu stom er’s com p la in ts, for 

exam p le of, som e officers did not offer good  serv ice  to the custom ers, esp ec ia lly  w hen  

they requested analytical results. It w as also found that satisfaction  toward the 

analytical serv ice  fee is at the average level. S om e are less than average and unsatisfied  

levels. T his is  con sisten t w ith the suggestion  o f  custom ers that the analytical fee  is quite  

ex p en siv e  and there is a request that the fee should b e low ered.
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A ctually , the analytical fee  w as set b y  the Departm ent o f  M edical S c ien ces. The  

analytical fee  w as determ ined b y  unit cost w h ich  con sisted  o f  labor cost, m aterial cost  

and fixed  cost. For that reason, the analytical fee cou ld  not b e reduced less than it w as  

set. T o inform  clien ts to understand the reason should be the b est w ay.

M ost custom ers w ere satisfied  w ith  the ad vice g iv en  in the presentation o f  the 

analytical report at good  level. S om e have expressed  their satisfaction  toward the 

ad vice  g iven  in the explanation o f  the analytical report at less than average and 

u n satisfied  level. T his due to the sam ple custodians cou ld  not g iv e  go o d  ad v ice  about 

analytical results b ecau se they are not analysts. T hey cou ld  not k n ow  about analytical 

results in detail. T he clien ts w ill get m ore detail o f  analytical results i f  they  consu lted  

directly  w ith  the analysts.

M ost custom ers w ere satisfied  w ith  the condition  o f  the reception  area, com fort 

o f  tem perature in reception area, drinking w ater quality and the c lean lin ess o f  rest 

room . T h ey  w ere at good  levels. S in ce sam ple receipt area w as im proved  regarding to 

cu stom ers’ need  such as bu ild ing a sam ple receipt counter, air-conditioner installation, 

provid ing drinking water supply tank and te lev ision .

S atisfaction  toward seating available in reception area is at an average level. 

S om e custom ers expressed  their satisfaction  w ith in  the less than average and 

unsatisfied  levels. T his is con sisten t w ith  the cu stom er’s su ggestion  that there should be  

m ore seats for custom ers in the reception area.
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In regards to the con v en ien ce  in the sam ple reception area, m ost cu stom ers’ 

satisfaction  w as at the average level. S om e w ere less  than satisfied . It is con sisten t w ith  

the cu stom er’s su ggestion  that there should  be an area for fillin g  out request form s apart 

from  the sam ple reception area and the paym ent area. S in ce  the build ing w as  

constructed for m ore than eighteen  years. The bu ild in g  is too  sm all for increasing o f  

personnel, equipm ents and clients. A nd the sam ple receipt room  can not b e expanded. 

H ow ever, the director has p o licy  on  constructing a n ew  building.

C ustom ers w ere satisfied  w ith  advisory docum ents g iv en  for the subm itting  

sam ple p rocess, brochures and pam phlets o f  general inform ation o f  the Chonburi 

M ed ica l S c ien ces  Center includ in g new spapers and m agazin es provided  in  reception  

area from  the lev e ls  o f  u n satisfied  to excellen t. M ost custom ers w ere sa tisfied  at the 

lev e l o f  good .

In sum m ary, custom ers expressed  their satisfaction  for the serv ice  quality  o f  the 

Chonburi R eg ion a l M edica l S c ien ces Center at the good  level. S om e w ere at the 

ex ce llen t lev e l and average level. S in ce the center has im plem ented  the ISO /IEC  17025  

Standard. T his International Standard has requirem ents for laboratory perform ance  

during sam ple receipt process, sam ple analysis and analytical results reporting. 

Im plem enting this International Standard im pact a good  level o f  serv ice  quality. 

H ow ever, serv ice  quality  has to be im proved consistently . S in ce  serv ice  quality  could  

not b e accom p lish ed  w ith  on e project.
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4.3 Problems, Obstacles and Limitations
1. T he data co llec tin g  p rocess took tim e becau se the custom er usually  

answ ered the questionnaire on ly  on ce  and did not answ er in subsequent 

v isits  to subm it sam ples.

2. T he distributor o f  the questionnaire w as the organ ization ’s sta ff  and the area 

for fillin g  out the form w as the sam e area for subm itting sam ples, therefore, 

custom er bias w as in vo lved  in g iv in g  inform ation for the questionnaire.

3. There w as a lim itation for doing  a focu s group d iscu ssion  due to the 

d ifficu lty  o f  having all sev en  key inform ants in the sam e p lace at the sam e  

tim e.

4. T he p recision  o f  k n ow led ge evaluation  w as a ffected  b y  a long  delay  in  

conducting evaluations after the sem inar.
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