
C H A P T E R  III

EVALUATION

3.1 Introduction

This project applied “the appreciate in flu en ce control-A IC ” for im p rov in g  the 

quality o f  health services o f  M eunghong H ealth  Center. The project w ere  im p lem en ted  

betw een  M ay and O ctober 2000 . The project focu sed  on  health serv ices situation  

analysis, learning process creation to  prom ote a n ew  con cep t o f  provided health  serv ice  

using “the appreciate in fluence control-A IC ” technique, problem  so lv in g  and 

evaluation. The project w as evaluated b etw een  N o v em b er  2 0 0 0  to  A pril 2 001  for  

im proving the next project. Form ative and sum m ative evaluation  d esig n s w ere  applied  

for assessing  the project. The issues evaluated are as fo llow s;

1) Context; responsiveness to  the needs or problem , clarity o f  the o b jectiv es , 

appropriate for the p o licy  o f  the health center and w as supported b y  b o ss

2 ) Input; resources such as participants, facilitator, funding, m aterial

3) Process; situation analysis, learning p rocess creation to  p rom ote  a n ew  

concept o f  m anagem ent o f  providing health  serv ices- tour study, train ing by  

using AIC technique and problem  so lv in g

4) O utcom e; quality o f  health serv ices d evelop m en t plan, health p erson n el and 

clien t’s satisfaction and a com m ittee  resp on sib le  for each activity.
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3.2 Purposes

A n assessm ent o f  the d evelop ing quality o f  health serv ice  had four o b jec tiv e s  as 

fo llow s:

1. T o evaluate the context o f  the project

2. T o evaluate the input o f  the project

3. T o evaluate the process o f  the project

4. To evaluate the outcom e o f  the project

3.3 Evaluation Design

This project used both form ative and sum m ative evaluation  by a p p ly in g  the 

C ontext, Input, Process and Product M odel (CIPP M od el)

3.4 Evaluation Questions

1. D id  the project responds to  the real problem  o f  health serv ices?

2. W ere the objectives o f  the project clear and appropriate for the p o licy  o f  the  

H ealth Center?

3. D id the b oss support this project? I f  he did, and how ?

4. W as the budget enough to support the project?

5. W hat w ere the problem s found during conducting the project9 

- D uring situation analysis



- D uring tour study

- D uring conducting A ie

6. D id  the A i e  training fo llo w  the plan?

7. W ere the results o f  the project related to the objectives?

8. W hat w as the quality o f  the results?

9. W hat w as the effect o f  the project?

10. H o w  m any com m ittees w ere responsible for each o f  the a ctiv ities  o f  the  

project?

11. D id  the results achieve to  the expected  outcom es?  H o w  did th ey  a ch iev e
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Figure 3.1: Conceptual Framework of the Project Evaluation
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Table 3.1 ะ The guideline for evaluation of developing quality of health services 
and data collection methods

T h e  o b jec tiv e s S o u rce  o f d a ta m e th o d D a ta  a n a ly s is S t a n d a r d

1. To eval นate the 1.1 Previous 2.2 review - Content -
context of the Project; monitoring of report analysis and
- really responded to quality of compare with

the needs or problem nursing care policy and
- clarity of the report objectives of

objectives the
- appropriate for the 1.2 Health staff 1.2 Interview organization

policy of the health as well as
center support from

- Boss support boss

2. To evaluate the input
of project

-*  Facilitator 2.1 Report and 2.1 Gather - Compare - Facilitator
- number document data from involved involved in
- qualification 2.2 facilitator report and facilitator the project
- experience document with planned 80.%

2.2 Interview project 
- Compare - 80% of

qualification Facilitators
- Compare w ere trained

experience before 
beginning 
the project

- 80% of
Facilitator
have had
AIC process
experience



Table 3.1 ะ (Count)

T h e  o b jec tiv e s S o u rce  o f d a ta m e th o d D a ta  a n a ly s is S t a n d a r d

-* Budget Financial report Gather data 
from report 
and document

- Compare 
needed budget 
with received 
budget

- Follow plan
- /-  10 %

-> Material Material report Gather data 
from report 
and document

- Consider 
sufficiency of 
material

- Sufficiency 
of material

3. To evalนate the project 
process ;

3.1 Situation analysis of 
health services 
development;

1. health staff 1. Observation
2. Interview

- Follow the 
planned 
period

- Problems/ 
conflict

- Followed 
the plan 80
°0

- Problems/co
nflict w ere
solved

3.2 learning process 
creation to promote a 
new concept of 
management of 
providing health 
services

•  tour study 1. health staff 1. Interview - Follow the - Followed
2. observation plan the plan

- Identify
problem
during tour
study
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Table 3.1 ะ (Count)

1  h e  o b jec tiv es S o u rc e  o f  d a ta m e th o d D a ta  a n a ly s is S t a n d a r d

•  training by 1. Health Staff 1. Recording - Follow the - Followed
using AIC 2. Participants 2. Interview plan the plan 80

3. observation %
- Atmosphere -

of training

- Content of - Content
training covered 100

%
- Participants - 80% of

involved in all participant
activities involved in

all acthities

4. To evaluate outcome 4.1 Document Collect from - Content - A developed
of the project the project analysis to plan

document consider
health
services
development

- had a - at least one
committee group had a

com m ittee
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Table 3.1 ะ (Count)

T h e  o b jec tiv e s S o u rc e  o f d a ta m e th o d D a ta  a n a ly s is S t a n d a r d

4.2 Health staff Self- - Frequency - Obtained at
evaluation distribution least 14
check list self- score

evaluation
score

4.3 Clients Interview - Frequency - Client
questionnaire percentage of satisfied

satisfaction with the
with provided services at
health the high
services level score

of at least
70 %
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3.5 Data Analysis and Results

Evaluation Question No.l - 2
1. D id  the project respond to  the real problem s o f  health serv ices?

2. W ere the objectives o f  project clear and appropriate for the p o lic y  o f  the 

H ealth Center?

Results
Since the H ealth Center started providing health serv ice, there w ere  a lot o f  

problem s regarding m anagem ent, such as an increasing o f  c lien ts’ n eed s, w h ereas there 

w as a lim itation o f  health provider personnel. Thus, the clients w ere  not sa tisfied  w ith  

the provided serv ices and the health sta ff w as not p leased w hen  p rov id in g  serv ices; in 

addition, there w as a lim itation o f  the resources, but still th ese  w ere  inappropriately  

used. Thus, this project aim ed to solve these problem s by com m u n ity  in v o lv em en t in 

planning and developm ent o f  quality o f  health services. This project is co n sisten t w ith  

the policy  o f  the R oi-et Provincial H ealth O ffice  “ D evelop m en t o f  H ea lth  S erv ices  

have to be Standard, A ccessib le , Equal and w ith  C om m unity In v o lv em en t” . The  

involvem ent o f  com m unity  w ill im prove the quality o f  health serv ice  as the plans are 

set by com m unity and health personnel so that they should respond to  th e n eed s o f

consum ers.
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3. D id  the b oss support this project? I f  he did, and how ?

Evaluation Question No 3

Result
This project w as supported by the D istrict H ealth O fficer  as fo llo w s:

1. The researchers w ere a llow ed  to  w ork during o ffic ia l tim e.

2. H e provided m aterials such as; com puter, paper and ink.

3. H e provided useful consultation  regarding the project.

Evaluation Question No.4
4. W ere the resources sufficient for im plem enting the project?

Results
The resources for im plem enting th is project w ere  sufficient. Four fac ilita tors out 

o f  five  w ere in volved  in the program. T his project em p loyed  a budget o f  17. 0 0 0  Baht, 

800 Baht less than the plan. 7 ,5 0 0  Baht w as spent to  buy material, 2 ,5 0 0  le s s  than the  

budget plan. The details are in the table b elow .

Table 3.2 ะ The comparison of the resources used with the plan

Resource Plan Result
1. Facilitators 5 persons 4  p erson s

2. Budget 17 ,800  Baht 1 7 ,0 0 0  Baht

3. Material Suffic ien t (1 0 ,0 0 0  Baht) S u ffic ien t (7 .5 0 0  Baht)
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5. W hat w ere the problem s found during con d u ctin g  the project?

- D uring situation analysis

- D uring tour study

- D uring conducting AIC

5.1 W hat w ere the problem s found during con d u ctin g  situation  an a lysis?

Results
D uring situation analysis there w as no problem  regarding in v o lv em en t o f  health  

staff. H ow ever, the problem s regarding gathering inform ation w ere found as the data o f  

health center w as not kept group and not analyzed and evaluated, so that the health  

personnel could  not identify the major problem s o f  the H ealth Center.

5.2 W hat w ere the problem s found during conducting  the tour study'1

Evaluation Question No.5

Results
Three major problem s w ere m et during the study tour. T hey w ere: d istan ce from  

w ork  place to the study sites, the big size  o f  group and short duration. T his study tour 

scheduled  one day for v isiting tw o  health centers o f  Sam utprakhan p rovin ce. This 

province is too  far from R oi-et province, in addition there w ere  to o  m any o f  participants  

(3 5 )  so that the study in each site w as too  rushed. Thus, distance, an exten d ed  tim e and 

size  o f  group should be considered.



5.3 What were the problems found during conducting the AIC process?

Results
The tw o  major problem s found during AIC training w ere an a b sen ce  o f  a major  

facilitator and changing the training center. In this project, five  facilita tors w ere  set for  

im plem enting the training; unfortunately, a major facilitator w a s not present during  

conducting A IC  training. H ow ever, the four facilitators w ere su ffic ien t and able to  

organize the training. R egarding changing the training sites, b efore the A IC  training  

com m enced, the Chaturapakpiman D istrict H ealth O ffice  m eetin g  room  w a s set for  

conducting the course. H ow ever, due to the lim itation o f  budget as w ell as th e d ifficu lty  

o f  elderly participants in traveling to  the district, the training site  w a s ch an ged  to  the 

H ealth Center m eeting room, w hich is a sm all room.

Evaluation Question No.6
6. D id the AIC training fo llo w  the plan?

Results
The A IC  training w a s carried out according to  the plan, w h ich  is  on  25  and 28  

June 2000 . There w ere 30  participants (100  %) in vo lved  in the course.

Evaluation Question No.7
7. W ere the results o f  the project related to the objectives?
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Results
.The general ob jectives o f  the project w ere im provem ent o f  q u a lity  o f  provided  

health services using  participation o f  the com m unity  in term s o f  situation  analysis, 

choosing solution m ethods, and m aking action plans. T he results o f  th e project w ere  the  

com m unity set three plan for im proving quality o f  health serv ices  as fo llo w ; 1) 

environm ent developm ent plan, 2) technique and serv ices quality d ev e lo p m en t plan and

3) health personnel’s public relationship d evelopm ent plan. (S ee  d etails in C hapter 2). 

This can be described as the results o f  the project related to the ob jectives.

Evaluation Question No.8
8. W hat w as the quality o f  results?

Results
A fter the three health serv ices d evelopm ent plans w ere im p lem en ted  for six  

months, an evaluation o f  the project w as perform ed. 375 clients w ere  in terv iew ed  and 

three health sta ff perform ed self-evalu ation  for identification  o f  sa tisfaction . T he result 

show ed that clients w ere satisfied  w ith  the serv ices at a high level o f  m ore than 70  % in 

all activities. The health personnel w ere  sign ifican tly  satisfied  by g iv in g  a sco re  o f l9 .7  

out o f  2 0  score (at least score 14standard w as set). The details are sh o w n  in the table

below .
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Table 3.3 ะ The clients satisfaction with health services and health staff before 
and after the health services development project.

Level of satisfaction %
Item before after

N° T3 T3

hig
h 1 C/Îนา not sat

isfi
ei

hig
h 1 ;/ะ นิท่ not sat

isfi
ei

1. Management of environment 
outside building is perfect

32.1 65.0 2.9 0 85.7 14.3 0 0

2. Building is clean, well organized, 
with fresh air and enough light

53.3 44.3 2.1 0.3 71.4 14.3 14.3 0

3 Health personnel are polite and 
welcome clients

53.0 39.2 6.8 1.0 92.8 7.2 0 0

4 Health personnel are clean and 
nicely dressed

73.6 25.1 1.0 0.3 100 0 0 0

5 Health personnel had informed 
clients of steps of provided 
services

41.3 48.8 9.1 0.8 71.4 28.6 0 0

6 Clients received services by order 48.8 44.9 4.9 1.4 78.6 21.4 0 0
7 Clients received comfortable, and 

safe services, in an appropriate 
time

42.0 49.1 7.5 1.4 78.6 21.4 0 0

8. Examination rooms are private 
and safe

55.7 39.9 3.9 0.5 78.6 21.4 0 0

9. Medical tool are clean and well 
organized

54.0 43.6 1.5 0.9 78.6 14.4 0 0

10 Health staff is interested in 
client’s problems and responds 
with willingness

46.7 45.4 6.5 1.4 92.8 7.2 0 0

11 Health staff provides information 
about cause, symptom, treatment 
and prevention of the problem

46.2 47.5 6.0 0.3 92.8 7.2 0 0

12 Clients involved in selection of 
the services and treatment

35.0 51.0 13.0 1.0 71.4 28.6 0 0

13. Clients received services with 44.7 46.2 6.5 2.6 92.8 7.2 0 0
warmness and politeness
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I te m s  Y es  No
K n o w le d g e  a n d  a b ility
1. You understand the policy, objectives and missions of your organization 3
2. You are able to generate the policy and concept of operating to colleagues 3
3. You have good knowledge regarding your jobs 3
4. You are able to provide consultation and advice to colleagues and the new staff 3
5. You have confidence and are able to apply health services knowledge to solve the 3

clients’ problem
6. You have sufficient ability to perform your jobs. 3
7. You understand the reason of providing health services and you explain the reason to 3

the clients.
8. You can make suitable decisions for solving emergency problems in your 3

organization.
W o rk in g  a tm o s p h e re  in  o rg a n iz a tio n
9. You are involved in setting the plan in your organization. 3
10. There is a brain storming to solve the problem whenever the organization is facing a 3

problem.
11. Your commander let you share your idea for developing the mission. 3
12. Your colleagues ฟways share their knowledge and experience with you 3
13. Your colleagues that have different educational background participate or are 3 

involved in operating the mission.
14. You are always receiving advice and help from the commander. 3
15. Your organization has good working conditions. 3
16. You are happy to follow the rules of your organization. 3
17. You are supported in bringing new techniques for improving your jobs. 3
18. You are informed by your boss. 3
19. Your commander and colleagues accept your decision making to solve the problem. 3
20. Your colleagues alw ays trust in  you. 3
J o b  d e v e lo p m en t n eed s
21. You always ask yourself that “ has the job been well done” 3
22. You think that the quality of health service depends on the participation of your 3

colleague
23. You are willing to be involved in your job for improvement. 3
24. You willing to coordinate with other organizations for identifying problem solving 3
S a tis fa c to ry
25. You are satisfied with your present jobs. 2 1
T o ta l o b ta in e d  sco re  74 1

Table 3.4 ะ Self-evaluation form of Health Personnel
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H ealth sta ff perform ed self-evaluation  six  m onths after the im p lem en ta tion  o f  

the project. They evaluated their k now ledge, ability, w ork ing  con d ition , d ev e lo p m en t  

needs and satisfaction w ith  their perform ance. The result sh o w ed  that th ey  w ere  

confident o f  their kn ow led ge and ability for d evelop in g  the quality o f  hea lth  serv ices. 

T hey w ere  also satisfied w ith  w orking atmosphere; in addition, th ey  w a n ted  to  im prove  

their jo b s for better services. H ow ever, there w as on e health p erson n el not satisfied  

w ith  his perform ance. In conclusion , the health staffs have d on e se lf-ev a lu a tio n  and 

they are satisfied  w ith  their perform ance by a score o f  19 .7  out o f  2 0  (Standard 14 

score). This score w as calculated from  the obtained score m ultip lied  b y  2 0  and d ivided  

by total score (7 4 * 2 0 /7 5 ) (N ursing D iv ision , 1995).

Evaluation Question no.9
9. W hat w as the effect o f  the project?

Results
The project w as carried out for six  m onths during N o v em b er  2 0 0 0 -A pril 2 0 0 1 . 

The three developm ent plans 1) environm ent develop m en t plan, 2 )  tech n iq u e  and 

serv ices quality developm ent plan and 3) health p erson n el’s pu b lic  relationsh ip  

d evelopm ent plan, w ere im plem ented. The short-term im pact o f  the project can be seen  

by a 3 0 .4 9  % increase o f  the c lien ts in all activ ities w h en  com pared  w ith  the sam e  

period o f  the previous year. D etails are in the table b elow .
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Table 3.5 ะ Comparing number of clients between November 1999 to April 2000 
and November 2000 to April 2001

Period Number of Visit of Client

N ovem b er 1999 to April 2000 4545
(B efore the Project w as carried out)

N ovem ber 2 0 0 0  to April 2001 5931
(A fter the project w as im plem ented)

% Change + 30.49

Evaluation Question No.10
10. H o w  m any com m ittees w ere responsib le for the three action  p lans o f  the 

project?

Results
The participants set three com m ittees to be responsib le for the three action  

plans. They w ere the environm ent m anagem ent com m ittee, w h ich  co n s is ted  o f  eight 

v illa g e  health volunteers, w h o live  in the v illa g e  not far from  the health  center, not 

m ore than tw o  kilom eters. They w ere responsib le for cleaning o f  th e health  center  

every Saturday excep t during rainy season  as they w orked in their farm s. T he secon d  

com m ittee is the technical and serv ices developm ent com m ittee. T he last co m m ittee  is 

public relationship developm ent. The last tw o  com m ittees w ere the resp on sib ility  o f  the
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health staff, how ever they also have had com m unity  m em ber in v o lv ed  in the  

com m ittees.

Evaluation Question No. 11
11. D id  the results achieve the expected  outcom es?  H o w  did th ey  a ch iev e  these  

outcom es?

Results
The expected  outcom es w ere that the health personnel w o u ld  be ab le  to  plan 

quality o f  health services developm ent w ith  com m unity  in vo lvem en t. T he result o f  the 

study found that the com m unity w a s  in vo lved  in d ev e lo p m en t o f  quality  o f  health  

serv ices by participating in AIC training and m aking the three action  p lans and w ork in g  

on their im plem entation.
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