
CHAPTER V
RECOMMENDATIONS

5.1 Recommendations for Applying the Study Results
1. T he adm inistrator m ust have a clear p o licy  in d evelop in g  personnel 

con tin u ally  b y  arranging a helpfu l sem inar in order to reinforce and stim ulate a serv ice  

co n sc io u sn ess w h ich  w ill lead the organization to reach its h igh est potential o f  g iv in g  

the serv ice . S o m e o f  the su ggestion s are conducting a sem inar setting the organ ization’s 

v isio n , m ission  and strategy. A lso , a curriculum  on  the adjusting and changing the 

paradigm  shift, culture, and value in operating governm ental affairs as w e ll as taking  

sta ff  to v is it and exp erien ce the organizations that are fam ous for their outstanding  

serv ice  system s.

2. C oncerning the com plaint o f  custom ers on  the p o liten ess o f  s ta ff  tow ard the 

custom er, the adm inistrator should  rem ind the personnel and offer  go o d  ad v ice  for a 

better serv ice  and a lw ays keep in m ind that the custom er is sp ecia l and should alw ays  

b ein g  treated respectfully .

3. The organization should evaluate the su ccess o f  the personnel in 

accom p lish in g  their duties. The standard o f  reso lv in g  the problem s m ust b e set up on  

the b asis o f  rew arding and punishing. G ood personnel m ust be rewarded for their 

ex ce llen ce . For exam ple, recogn ize  for what they have done by putting their nam es on
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the b u lletin  board, p u b lic ly  m ention  their nam es and increase salary bracket. Probation  

n eed s to b e applied for th ose w h o con sisten tly  have com p la in ts bein g  filled  by  

custom ers. T he salary bracket w ill not b e increase. A  change o f  p osition  or 

resp on sib ility  should  b e  m ade.

4 . In regard to cu stom er’s com plaint o f  the ad v ice  in com p letin g  the request 

form  p rocess and the need  o f  a cart for carrying o f  som e h eavy  sam ples, the 

organization  should  readjust the procedure for sam ple rece iv in g  b y  havin g  personnel 

availab le for offering  help and advice at the requesting process. A  sam ple o f  the request 

form  should  b e  posted  for the custom er and a cart m ust be availab le for h eavy  sam ples  

at all tim es.

5. The organization should  alw ays provide interactive activ ities to prom ote the  

unity w ith in  the organization. A t the sam e tim e this w ill  estab lish  go o d  con sciou sn ess  

for w orking in harm ony and a lso  encourage im proving con d ition  and better w orking  

and com m u n ication  sk ills.

6 . T he organization should arrange for a m eetin g  o f  the sam ple custodians and 

the laboratory’s supervisors for the clarification in setting any con d ition s for the sam ple  

reception. It is su ggested  that the set conditions and the updated handbook for the 

sam ple receiv in g  process be put in writing.

7. The organization should exam in e the serv ice  quality  every  six  m onths by  

evaluating the satisfaction  o f  custom ers through questionnaires and inform al
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8. The organization must improve any documents, information and service 
manual distributed to the customer. They should be made easy to understand and 
follow. The addition of more details on the analytical fees and the length of the 
analytical process should also be included.

5.2 Recommendations for Further Study
1. Do a comparative study on customer’s satisfaction before and after the 

intervention program by using the same set of questionnaires differentiate the 
satisfaction of the customer before and after completing the project.

2. Do a study on satisfaction of other organizations who are clients of the 
Center such as provincial health offices, hospitals, clinics and manufactures etc.

3. Do a study on a reduction of procedure and analytical process timing in 
order to accelerate the results to meet the need of the customer.

4. Do a comparative testing of participants’ knowledge before and after

interviews. This will allow the organization to use the results as a guideline to improve
task quality and to develop a long lasting quality service.

attending the training courses.
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