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ABSTRACT

The Developing Quality of Health Services aimed to study the strategic plan
and activities plan for developing quality of health services in the health center. The
data were collected during May to September 2000 using questionnaire, in - depth
interviews and focus group discussion. The sample consisted of 383 clients who were
chosen using systematic sampling technique from the clients who visited the health
center. And 30 samples of four groups (leader, village health volunteer, elderly and
housewives) were chosen by purposive selection technique from the leaders in the
community and three health personnel in Muenghong Health Center .The questionnaire
consisted of demographic data and questions measuring the level of satisfaction with
health services before and after the project. In - depth interview and focus group
discussion were used to determine the needs of health services development and
provided the strategies of health services development of community and health

personnel.

The results showed that clients had a high level of satisfaction with health
personnel indicating they are clean and nice dressing, examination rooms are private
and safe and the building is clean, well organized, with fresh air and enough light
(73.6%, 55.7%, 53.3 % respectively). After this project the clients had a high level of
satisfaction with health personnel indicating they are clean and nice dressing, polite and
interested in client’ problems and respond with willingness (100 %, 92.8° 0. 92.8 -0

respectively).



Health personnel had high confidence in applying knowledge to improve their

performance and to increase their satisfaction,

The health services development needs of participants were environmental
development, health services technique development and public relationship

development.

In conclusion, community involvement in quality 0f health services

development using AIC training can improve quality of health serv ices.



ACKNOWLEDGEMENT

| would like to this opportunity to express my deep gratitude to Dr.Chaturong
Theerakhanok, Roi - Et PCMO, Miss.Samnou Wangwan,Chief of Health personnel
Development and PHC Section of Roi - Et PCMO and Mr.Nikom Hanwong,
Chaturaphukphiman District Health Officer of Roi - Et Province whose inspiration and
support were instrumental in making possible my study the in Master of Public Health

Course at College of Public Health, Chulalongkhorn University

| am grateful to my excellent advisor, Asst. Professor Dr. Sathirakorn
Pongpanich for his supervision, encouragement and guidance not only in my thesis
writing but also throughout my study at the College of Public Health, Chulalongkhorn
University. | would like also to express my appreciation to the co - advisor, Asst.
Professor Dr. Khanitta Nuntaboot, Associate Dean for Academic Affairs, Faculty of

Nursing, Khonkaen University, for her very helpful suggestions and comments.

| would like to thank Asst. Professor Dr.Nuntavarn Vichit- Vadakan, for her
kindness in the methodology and evaluation technique and the entire academic staff of
the College of Public Health, Chulalongkom University, who offered warm support at

all times.

| am indebted to all respondents who provided valuable information without
which it would not have been possible to come up with this thesis | wish to extend my



thanks to Mr.Prayuth Sudathip and the staff of Health Center for their kind help during
my thesis.

Last, but not least, my sons, apart from stoically enduring my absence, were
helpful in many ways. They deserve many thanks. And finally, to all the many other

people who assisted me along my way in the process of this thesis writing, I extend my

thanks.

Yongchai Toomjeen



CONTENTS

Page
ABSTRACT .ccccovvvrrrsnirrnsssnninnns Il
ACKNOWLEDGEMENT V
CONTENTS v ssssssssssssssssssssssssssssssssssssssssssnnes vii
LIST OF TABLES IX
LIST OF FIGURES Xi
ABBREVIATIONS il
CHAPTER I INTRODUCTION........ccomimmenns corvsmrvmmmssssssssssssssmsmsssssssssessssssssssssssssseess 1
CHAPTER [l PROJECT DESCRIPTION ot 3
2.1 Background and Rational..........mmmmmmmmmmmmmmmmsmmmmsmmssmssmsssssssssssres 3
2.2 GOAl ANA ODJECHIVES .urvvrermsmmrmsrsnssmmssmssssssssssssnes ssssssssssssssssssssssssssssssssssssssisns 8
2.3 Approach, Methods and TeCANIGUES.......vmrmmmmmmmmmrmmmmsmmmssmmssmssssmssssssssssssnnes 10
2.4 PrOJECE PrOCRAUIE....ooovvervrsmvsssmrsssmnssmssssmssssssssssssssssssssssssssssssssssssssssssssssssssssssss 12
2.5 DAt COBCLION ..o 14
2.6 Data AnalysiS... 20
2.7 Activities Plan with Timetable......cns 21

2.8 Problem, Conflicts and Means of Solution 49



Mil

CHAPTER 111 EVALUATION o 50
K 1110 (1] 0 Y 50
3.2 PUIPOSES . .ooovrrsivrsiensssessssssssssssssssesssssssssssssssssssssssssssssssssesens b1
3.3 EVAlUALION DESIGN...ovvcvrvivrrssssssssssssssssissssssssssssssssssssssssssssssssssssssssssssssssones b1
3.4 Evaluation QUESTION ..uvuuvves vovcesvsssssssssssssossssssssssssssns sesssssssssssssssssssssssssssens 51
3.5 Data Analysis and ReSUIS......mmvmmmrmmmmmsmmmmsmmmssmssssmsssnens 58
CHAPTER IV DISCUSSION AND CONCLUSIONS .o 68
CHAPTER VRECOMMENDATION v 77
T 80
APPENDICES
Appendix L Project definitioNS ... s 84
Appendix 2: Questionnaire........... 86
Appendix 3: Guidelines for focus group discussion, in - deptinterview ... 90
Appendix 4: A Checklist for self-evaluation of health personnel....... s 93
Appendix 5: Steps 0f AIC TraINING . 95
Appendix 6: Presentation 99

Curriculum Vitae 106



Tables
Table 2.1
Table 2.2

Table 2.3
Table 2.4
Table 2.5
Table 2.6

Table 2.7
Table 2.8
Table 2.9
Table 2.10
Table 2.11
Table 2.12
Table 2.13
Table 3.1

Table 3.2
Table 3.3

LIST OF TABLES

Page
Clients in Meunghong Health Center between 1995 - 19994 5
The attitudes and satisfactory of clients to
provide health services at Meunghong Health Center in 1999 7
Activities plan With timetable......c———————— 21
Job description of healthpersonnel ... ———— 24

Schedule of provided health services of Meunghong Health Center.........25

Number of clients visit to Meunghong Health Center,

May - NOVEMBDET 2000 ... 27
General data 0f ClIENTS. s s 29
Attitudes and satisfactory of clients to provide health Services......m.. 31

AAVICE OF CHENTS ... eeeessssssesssssssssmsssasssssssssessssssssssseeeees

Strategy 1 Health Center environment development....issinns 41
Strategy 2 Techniques and services deVelopment.. ... 42
Strategy 3 Health staffs relationship development. ... 43
An action plan for developing quality of health Services.....mmmmmminns 45

The guideline for evaluation of developing quality of health services,

and data collection MethOS. ... 54
The comparison of the resource with the plan............. 59
The comparison of attitudes and satisfactory of clients

to provide health services before and after of project 63

33



Table 3.4 Selfevaluation checklist for health personnel........nnnn
Table 3.5 The comparison of clients visit to Meunghong Health Center,

Nov.1999-Apr.2000 and Nov.2000 - APr.2001....mvmmrms comsmmmssnssssnnns



Figures

Figure 2.1
Figure 2.2
Figure 2.3
Figure 2.4
Figure 3.1

LIST OF FIGURES

Page
ConCeptUAl FrameWOrK ... mumvvrvvmsmvrssrvsssmssssmsssssssssssssssssssssssss sssssssssssssssssssnes 9
StepS 0 SBIECLION CHENTS..ooovivvrvrvscrsinsississsssssssnsssssssssssssesssssssesne 11
AdMINISTIALIVE CRATT. oo 23
Diagram of Steps 0f health SEIVICES . 26

Conceptual Framework of projectevaluation ... 53



ABBREVIATIONS

MOPH = Ministry of Public Health

MCH = Motherland and child Health

EPI = Expanded Program of Immunization

AIC = Appreciate Influence Control

DHCC = District Health Cooperation committee
ANC = Antenatal Care

CIPP = Context, Input, Process, Product Model
SAQ = sub- District Administration Organization
PHO = Primary Health Care

PCMO = Provincial Chief Medical Office



	Cover (English)


	Accepted


	Abstract (English)


	Acknowledgements


	Contents


	Abbreviations



