11
1.2
13
1.4
1.5
1.6

2.1
2.2
2.3
2.4
2.5



14

L
11
Webster  New World Dictionary (1998)
(the degree of excellence with a thing
posseses)
.. 2525
(2538 @ 113)
(2540 : 84) !
1 (2539)
? 1
12
( , 2538)

Kotler (1994)



(2539)

13

(Parasuraman et ai. 1990; Kotler, 1994; Fitzsimmons, 1994;
, 2539)

13.1 (Intangibility)

(Product)

13.1.1

1.3.12

13.1.3

15

25317

(Performance)



13.1.4

13.15

13.2

1.3.3

1.34

(Variability or heterogenicity)

(Inseparability)

(Perishability)

16



Standard)

14

14.1

1411

1.4.1.2

17

T "

Kotler (1994) 2

"1 (Technical or Professional

3ni ]

(Structure Standard)

(Process Standard)



18

1.4.1.3 (Outcome Standard)
14.2 (Expressive standard)
Kotler (1994) Bopp (1990)
15
15.1 (Expected Service)

Parasuraman (1990) 4



15.2

1511

1512

1513

1514

151

(Perceived Service)

19



20

1.53

( . 2538)
(Expected service)
(Perceived Service)

Parasuraman
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Parasuraman, Valerie A Zeithaml and Leonard L Berry “A Conceptual model of
service quality and the implication of the implication for Future Research™ Journal
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1.6

16.1
Parasuraman (1983)
.. 1983 Parasuraman (Zeithaml, V.A., Parasuraman,
A. and Berry, L.L, 1990)
10
1) (Tangibles)
2) (Reliability)
3) (Responsiveness)
4) (Competence)
5) (Courtesy)
6) (Credibility)
7) (Security)
8) (Access)
9) (Communication)
10) (Understanding /  Knowing
customer)
.. 1988 Parasuraman (Zeithaml, V.A., Parasuraman,

and Berry, L.L, 1990)
5



0.92

(2540)

(2538),

24

(Tangibles)

(Reliability)

(Responsibility)

(Assurance)
(Empathy)
SERVQUAL
Babakus (1991) Scardina (1994)
(2538), (2539),

0.95, 0.94, 0.92 0.95



25

1.6.2
(2541)
(2541)
(Indepth Interview)
12
8
16.2.1
Bennetts. (1994
, 2541)
50
(2540)
( 12538) ,

(2534 . 2538)
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Oberst (1984
| 2538)
(2528
1 2538)
16.2.2
)
(Reed and Zuraowski quoted in Fitzparick
and Whall, 1983 , 2528)
(2538)
(2528
. 2540)

(2540)



27

(2537)

(2530 - 2538)

' Lynch and Schuler (1990
, 2538)

(2530 2538)

(2528
| 2540)

(2530 , 2538)
Jalvalgi, RG. (1991 , 2540)



Lynch and Schuler (1990

24

Lynch and Schuler (1990

(2541)

Bopp KD. (1990)
Jalvalgi, RG.
, 2540)

- 2538)

1 2538)

(1991

28



(2534

16.2.3

(2538)

1 2538)

5

(2541)

29



30

Lynch and Schuler (1990

, 2538)
Jalvalgi RG. (1991
, 2540)
(2534
, 2538)
(2537)
(2538 , 2538)
(2533)

(2536 | 2538)



16.2.4

31



- 2538)
2538)
1625
(
( 1 2539)

(2524

(2530 | 2539)

(2526

2539)

(Moral reasoning)

(Moral attitude and belief)

500

32



10.

22-21

2523

11

(

33

(Moral conduct)

2539)



11.

( 1 2539)
(2524

(2527 1 2539)

319
Bopp (1990)

(2536 - 2539)

125

0.01

1 2539)

34



1.6.2.6
)
, 2534)
Lake (1977
(2532
L
2
3

| 2534)

35

1 2534)



(Self care)

Reader
( , 2534)
. 2532 12534)
L
2.
3

Skipper (1965
2534)

Dodge (1972
, 2538)

36



37

(Caring Communication)

(Verbal communication) (Non-verbal communication)

- 2540)



38

Risser (1975)

L (2500)

(2534
2539)

86.7

1621

( - 2538)



39

( 1 2538)

( | 25%;
253 2539) (2537
253))

(2540)



40

16.28
( , 2540)
, 2539)
1. (Internal factor)
2. (External factors)
3

, 2536)

L



. 2536)

(2531)

(Demand)

(Cost)

(2530

, 2529

| 2540)

41



(2528 2539)

Anderson (1975 , 2540)

Hulkaetal (1971

21

Deming (1982 Oakland, 1993)

Croshy (1984)
(conformance to require)
Feigenbaum (1986)

Juran (1992)
(fitness for use) 2

42

Aday and

1 2538)

.. 1969

Oakland (1993)
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Pan  Kalaric (1992 b, 2537)
(2539) (2530)

Goetsch ~ Davis ( 199%)
(dynamic state) ,

Besterfield Besterfield (1995) 1 (2533)

The Canadian Council on Health Service Accreditation / CCHSA (

1 2539)
2.11 (Quality Control)
Walter A Shewhart
(Statistical Quality Control/SQC) .. 1929
(Banks, 1989; , 2537) . Edwards Deming

]
1949-1950 (Ishikawa, 1985; , 2530)
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(2533)
(2537)
2.12 (Quality Control Circle)
.. 1962
(Ishikawa, 1985, Banks,
1989; Besterfielld  Besterfield, 1995) Juran
.. 1980 (Gemez-Mejia et al., 1995; 12528)

3-10

, 2529)
(P-D-C-A Circle / Plan Do Check Action Circle)

(Management by Participative Approach)
( , 2528)
10
(self development) (voluntarism) (group
activity) (utilization of QC techniques)
(vitality and
continuity) (mutual development) (originality



45

and creativity) (
, 2530;  Ishikawa, 1985)

( 12528) . .2517
.. 2524 ?
.. 2521
( , 2529)
2.2
(Total Quality Management/TQM)
(Continuous Quality Improvement/CQI)
(Company-wide Quality Control/CWQC)
Ishikawa (1985)
Feigenbaum (1986)
Juran (1995 , 2540)
The Malcolm Baldrige National Quality Award
1 1) 2) 3)



6)

CCHSA (1995

(2539)

(2539)

(2539)

(2540)

(2541)

| 2541)

PDCA

TQIWCQI

cQl

46



47

221
.. 1950
Armand V. Feigenbaum General Electric
(Total Quality Control/TQC)
Total Quality Control: Engineering and Management (Ishikawa, 1995)
Kaoru Ishikawa
Deming
.. 1968
Company-wide Quality Control/CWQC ( Goetsch ~ Davis, 1995)
Deming
..1980 ..1987
(MBNQA)

. 1993
(Goetsch ~ Davis, 199)



22.2

Ishikawa (1985)

Oakland Porter (1994)
(Customer-Supplier Chains)

Pan Kalarik (1992

Schmidt  Finigan (1993)

2)
3) 4)
(Achievement Motivation Theory) 5)
1)
8) 9)

1)

48

. 2537)

6)
(Sociotechnical ~ System)
10)



commitment)

49

Goetsch Davis (1994)

(long-term

(empowerment)
Besterfield Besterfield (1995)
6

(2536) ;

(2537) '

(PDCA cycle)

(2538)



Gitlow
1995;

12

2.2.3

Deming
(Banks, 1989, Latzko
, 2536;

50

(2539)

(2540)

P-D-C-A (Plan Do Check Act)

14 Gitlow
Saunders; 1995 Besterfield Besterfield,
. 2539; , 2540)



5l

L
(Create and publish the aims and purpose of the organization)

4
(Innovation) (Research and Development)
(Continuous  Improvement) (Preventive
Maintenance)
2. (Adopt the new
philosophy)
3. (Understand  the

purpose of inspection)

85



52

4, (Stop awarding
business based on price alone)

5.
(Improve constantly and forever the system)

(PDCA  Deming Cycle)

6. ? (Institute training)
2

7 (Teach and institute leadership)

8. (Drive out fear)



53

9. (Break down
barriers between departments)

(Cross-functional team)

10. 5! (Eliminate exhortations
for the work force)

11, (Eliminate
numerical quotas for the work force)

12
(Remove barriers that rob employees of their pride of workmanship)

13 , (Institute  a
vigorous program of education and self-improvement)



14,
accomplish the transformation)

2.3

Ankian (1991)

Customer)

(Take

(Employee  as

(Continuous Improvement)

PDCA
(Needs Assessment)

(Management Accountability)
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5. ! (Education and  Training)
6. (Statistical Data)
1. (Quality Assurance
and Control)
8. (Suppliers)
9. (Teamwork)
10. (Cultural Change)
) 2)
3) 4)
9)
(Empowerment)
6)
)



Parsley

Corrigan (1994)

56



57

(Steering Committeg)

(2539)
, Motwani

(1996) 5

1

(Professional

Knowledge) (Improvement Knowledge)

2

3

(Benchmarking)



24

| 2538)

58



3

.. 2539

Col

8 (. 2540 - 2544)

.. 2544

1 2539)

52

5

1 .. 2536 -

- 2541)

.. 2540



2536-37

2538

2539

2540

2541

13

13

60

TQM /
L. 2 3.
4. . 5 .. 6
[ 8 .
L. 2 3.
4. . 877 6
[ss o 9
L. NS
4., SN 6
/. oy 9 ..
0. .. 1n .. R ..
13.
= 2 3.
4. D, 6. . I
8 . 9. .
L. 2. .. 3 4
5 . 6 .. [ 8
9. . 10. . 11
2. .. 13

, 2041



6l

2.5

TQM (
. 2536)

(  2541)

1 (TQM)

(Common Vision)

AIC (Appreciation-

Influence-Control)
AIC (Appreciation-Influence-Control)
(Workshap)

3 ( 12537)

LA (Appreciation)



(Imagination)

(Shared Vision)

62

(Vision)
(Shared Ideal)

2 (Influence)

3 (Control) (Action

Plan)

(Control)

5
(Leader Initiated)

(Positive & Inspiring) (

21

(Commitment)

(Personal Commitment)
AIC

(Spintuai  Development)
(Interactive learning through- action)

AIC
( , 2538)
(Future Perspective)
(Shared & Supported)
(Comprehensive & Clear)
, 2540)



2.6

B~ W N

2.2

2.3

24

2.5

2.6

Deming

QM

- 2539)

63

14



2.1

2.2

(Customer Orientation)

(Knowledge of System)

(Knowledge of Variation)

(common cause)

(special cause)



65

3
2.3 (Knowledge of Psychology)
2.4 (Theory of Knowledge)
(prediction)
(evaluation)
6 3
2.5 (Planned Change)
(PDCA cycle) (Plan)
(Do)
(Check) (Action)
5



functional team)

vision)

10

66

(Employee Involvement)

(Cross-

(common



6/

14
(Wright, Pringle Kroll, 1994 : 212 , 2540)
7
4

1 (Common Vision)

2. : (Excellent Service
Behavior : ESB)

2. (Organization Development : 0 )

4, (Continuous Q
Improvement : CQI) 9

( , 2539)

3. (Hospital Accreditation)

| 2541)



3.1

3.2

2

(Social accountability)

3.

(Hospital Accreditation)

68



3.3

34

(Continuous Quality Improvement)

69



3.5

3.6

(INP)

12

1 2530)

35

21

70



INP.1

INP.2

INP. 3

INP. 4

INP. 5

INP. 6

INP. 7

INP. 8

71



INP. 9

INP.1

INP.1.1

INP.1.2
INP.13

INP.14

INP.2

INP.2.1
INP.2.2

INP.2.3
INP.2.4

INP.2.5

72



INP. 3

INP.3.1

INP.3.2

INP.3.3

INP. 4

INP.4.1
INP.4.2
INP.43
INP.4.4

INP.4.5

INP.3.11

INP.3.12

73



INP. 5

INP.5.1

INP.5.2

INP.5.3
INP.5.4

INP. 6

INP.6.1

/

INP.5.2.1
INP.5.2.2
INP.5.2.3
INP.5.2.4
INP.5.2.5
INP.5.2.6

INP62 '

INP.6.3

74



INP.6.4

INP.6.5

INP. 7

INP.7.1

INP.7.2
INP.7.3
INP.7.4

INP.7.5
INP.7.5

INP. 8

INP.8.1
INP.8.2
INP.8.3
INP.8.4

INP.8.5

75



INP.8.6

INP.8.7

INP. 9

INP.9.1

INP.9.2

INP.9.2.1

INP.9.2.2

INP.9.2.3

INP.9.24

INP.9.2.5

INP.9.2.6

(customer)

(root causes)

76



NP.9.3
based)
INP.9.3.1

quice)
INP.9.3.2

2525)

L
Medical Care Tertiary Medical Care

77

(evidence-

(clinical ~ practice

Primary Medical Care, Secondary
(Integrated Service)



500

78



10,000

150

(

1 253))

79



10.
11

11

400

0.5

(2538)

(2539)

80

362

(2538)

400

0.01



(2539)

.05

.05

(2539)

(2540)
TQM

81



' TOM
(2540)
QC
QC

(2540)

6,001

TOM

TM

0.05

82
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(25°0:

! 5

1) " )
3) x 4)

5) A
(2540) .
2 A 2
7/ P=B 390
780 '

Enksen R Lillian (1987)
&

Kovnen, AR. and Smiths, HL 1197¢ quoted in Bopp D. Kenneth, 1990)

*

2

2
Wooleyetal. (1978 quoted in Bjpp ¢. Kennetn, 1990)
2 3 -

»
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Bopp D. Kenneth  (1990)

(Expression Quality) 394
- 453
Lym (1991) Deming
Brazosport Memmorial Hospital
165 Lake Jackson  Texas 3
(Quality Orientation)
(Continuous Process Improvement) (Total
Employee Involvement) 2
(complex
matrix hospital structure)
Churchill (1992)
3
(Employee Satisfaction Survey / ESS) ~ 1987-1988
40 10 G
!
(Job
Description) (Procedures)
(Job specific training)

1990-1991



92 5
2.5 | 3

Counte et. al,, (1992)

Dees and Garcia (1995 : 239-244)
(Case Management Program)

TQV
(Program Planning Model)

85

PDCA
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(Expected  Services)
(Perceived Services)

(SERVQUAL) Parasuraman
Scardina (1994)
(2538) (2538) (2539) (2540)
(2541)
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