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SIRINAPA BUAPHAN: METHODOLOGY FOR ANALYZING NEED AND
SATISFACTION IN HOSPITAL SERVICE BY THE INTEGRATION OF QUALITY MODEL
AND QUALITY FUNCTION DEPLOYMENT. ADVISORY COMMITTEE: RUEPHUWAN
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The objective of this research is to propose the methodology for analyzing needs and
satisfactions of the hospital service by applying the integration of quality model and Quality
Function Deployment (QFD). The research applies 3 techniques of the quality model including
SERVQUAL model, I-S model, and Kano model to analyze needs and satisfactions of the service
and select service attributes that should be improved. The integration of 3 quality models allows
more accuracy in the analysis than using only a single model. Results derived from the quality
model are used to calculate the importance level of customer needs for the QFD. The QFD is then
applied to identify the technical requirements of the service.

This study uses questionnaire to collect data with the sample of 348 patients who were
treated in the hospital. Results of the analysis with quality model show that the most 3 service
attributes that needed to be improved are 1) the presence of obvious and understandable sign
showing location and service steps, 2) having convenient and good condition basic service
facilities, 3) having appropriate service duration. Results derived from QFD show the 5 most
preferable requirements, which are 1) level of convenience in accessing the service, 2) number of
service signs, 3) level of understanding of service sign, 4) duration of the service, and 5) number
of basic service facilities.

The results from this research can be applied to other organizations in planning and

improving their services in order to achieve better service quality and maximize satisfaction.
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3.6 3.8 4.0 4.2 4.4 4.6 4.8
Importance
A a d Y o
NN 4-1 HANTAATIZHAOUUUINA0Y I-S
A a d Y kY o
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nau 91N17)
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., 4.01 4.69 Surplus
9UnIalA1g o
v F
17 namlslumssuusmsusaziuneuminzay wag
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Yo A 1Y 1 I 1% ' dy = A 2a <3 M Y o Y
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1w a Q'{ = . =) dy
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many luianela CS- = (O+M/((A+O+M+D)x(-1)) (4-3)
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AUNINN 1 (UWNYANARUNUSNMNPIUR VIS TN LAZUAWANHUNA) Iﬂﬂ“ﬂ Attractive (A) = 120,
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§ o a 1 g’/ <3
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k) Sld'd I~ a [
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1.2 Adjust importance (Adj.Imp) M ldnnaumsaail

Adjust importance = |Service quality| x Level of importance x Weight of area x Kano category

(4-4)

1 o A <3 %
Service quality A9 A1TEAUAMATMNIUIMITVDIUszIauAMNN F31dnnmsm
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O Yyiaseu/liiwe s (Dislike)
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MONMUVIN (Positive Question)

MouMMaL (Negative Question)
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MIMANFIANNAOANFD (Index of Item — Objective Congruence : I0C)
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MIMMATHANUTOANADY (Index of Item — Objective Congruence : IOC)

v k4
ATNNANUIN V-1 Naﬂ']ﬁ1J53LiJl!ﬂ’JHJL‘ﬁﬂx‘]@l3\1@%1'11!Lﬁﬂﬁ'1611fJQL!UUﬁ@Uﬂ']?JGIHJLLUUﬂHafN

SERVQUAL

a $ j’ o
wamsﬂixmummgﬁmmaﬁ'mmawwmu,mumumummmmmm SERVQUAL

1o Hams 1dAzuLLANTIYal (R) YR R
P — — — R 10C ==— Hamsseiiv
N Mun 1 NnuUn 2 NIUN 3 mMun 4 N

1 1 1 1 1 4 1.00 WU
2 1 1 1 1 4 1.00 AU
3 1 1 1 1 4 1.00 WU
4 1 1 1 1 4 1.00 AU
5 1 1 0 1 3 0.75 WU
6 1 1 1 1 4 1.00 WU
7 1 1 1 1 4 1.00 AU
8 1 1 1 1 4 1.00 WU
9 1 1 1 1 4 1.00 AU
10 1 1 1 1 4 1.00 WU
11 1 1 1 1 4 1.00 AU
12 1 1 1 1 4 1.00 AU
13 1 1 1 1 4 1.00 WU
14 1 1 1 1 4 1.00 AU
15 1 1 1 1 4 1.00 WU
16 1 1 1 1 4 1.00 AU
17 1 1 1 1 4 1.00 WU
18 1 1 1 1 4 1.00 WU
19 1 1 1 1 4 1.00 AU
20 1 1 1 1 4 1.00 WU
21 1 1 1 -1 2 0.50 AU
22 1 1 1 1 4 1.00 WU
23 1 0 1 1 3 0.75 WU

24 1 1 1 0 3 0.75 AU
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v k4
ATNNANUIN V-2 Naﬂ'lﬁ1J53LiJl!ﬂ’JHJL‘ﬁEJWI3\1@%}1ulﬁﬂ1’ﬂﬂlfJQL!UUﬁ@Uﬂ'I?JGIHJLLUUﬂOWaEN

Kano

[ Fl
Wﬁf‘ﬂﬁ‘].]i%LiJ‘Llﬂ’ﬂllﬁlEJ\W]i\iﬁ)ﬂllﬁ@’ﬁT”UENLL']J‘]JET’EJ']JE]HJG]HJLL'U‘]Jihﬁ’EN SERVQUAL

HAMT IRAZIUUANTIAAA (R)

P —— — — — R oc-28  pamsuszidu
NMUN 1 NIUN 2 NMuUN 3 mMun 4 N
1.1 1 1 1 1 4 1.00 WU
1.2 1 1 1 1 4 1.00 WU
2.1 1 1 1 1 4 1.00 AU
2.2 1 1 1 1 4 1.00 WU
3.1 1 1 1 1 4 1.00 AU
3.2 1 1 1 1 4 1.00 WU
4.1 1 1 1 1 4 1.00 AU
4.2 1 1 1 1 4 1.00 WU
5.1 1 1 0 1 3 0.75 WU
52 1 1 0 1 3 0.75 WU
6.1 1 1 1 1 4 1.00 WU
6.2 1 1 1 1 4 1.00 AU
7.1 1 1 1 1 4 1.00 WU
7.2 1 1 1 1 4 1.00 AU
8.1 1 1 1 1 4 1.00 WU
8.2 1 1 1 1 4 1.00 WU
9.1 1 1 1 1 4 1.00 AU
9.2 1 1 1 1 4 1.00 WU
10.1 1 1 1 1 4 1.00 AU
10.2 1 1 1 1 4 1.00 WU
11.1 1 1 1 1 4 1.00 AU
11.2 1 1 1 1 4 1.00 AU
12.1 1 1 1 1 4 1.00 WU
12.2 1 1 1 1 4 1.00 AU
13.1 1 1 1 1 4 1.00 AU
13.2 1 1 1 1 4 1.00 WU
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ATNNANUIN V-2 (@iﬂ)

[ Fl
Wﬁf‘ﬂﬁ‘].]i%LiJ‘Ll'ﬂ’ﬂllﬁlEJ\W]i\iﬁ}ﬂuﬁ’ﬁ)’ﬁT”UENLL']J‘]JET’EJ']JE]HJG]HJLL'U‘]Jihﬁ’EN SERVQUAL

Ham3 TnzIuudNI IR (R)

P —— — — — R oc-2R pamsuszidu
NIUN 1 NIUN 2 MuUn 3 mMun 4 N
14.1 1 1 1 1 4 1.00 AU
14.2 1 1 1 1 4 1.00 WU
15.1 1 1 1 1 4 1.00 AU
15.2 1 1 1 1 4 1.00 WU
16.1 1 1 1 1 4 1.00 AU
16.2 1 1 1 1 4 1.00 WU
19.2 1 1 1 1 4 1.00 AU
20.1 1 1 1 1 4 1.00 AU
20.2 1 1 1 1 4 1.00 WU
21.1 1 1 1 -1 2 0.50 AU
21.2 1 1 1 -1 2 0.50 WU
22.1 1 1 0 1 3 0.75 AU
222 1 1 0 1 3 0.75 WU
23.1 1 0 1 1 3 0.75 AU
23.2 1 0 1 1 3 0.75 AU
24.1 1 1 1 0 3 0.75 WU
242 1 1 1 0 3 0.75 AU

i o ' & -
ENMTUIWNANINATOUANNBIATIATUHONT (Content validity)
9
YWV VAOVNINAIMNITHIAABIAINADAAGDI (I0C) VINANTINUANT 4 NIU WU
FoM A mIUUT1a09 SERVQUAL Haziiui1aed Kano Tunndaiinl 10C 81011 0.5
2 = ' 9 o v & A 9 9 o
Ju'l Fanuneanundemommaniulinnugndeslumslddwiunynasunquasiaim

k4
ien tazassmuiaglszass aunsnihdema 1y a
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(Alpha Cronbach)



y =
mﬁ; o

10 11 12 13 14 15 16 17 18 19 20 21 22 23 24
1 55 5 5 5 5 5 5 4 4 4 5 5 5 5
2 5 4 3 5 4 4 5 5 5 4 5 5 3 4 4
3 4 5 4 5 4 5 5 3 3 4 5 5 5 3 5
4 55 5 5 5 5 5 5 4 4 4 4 4 4 4
5 533 5 4 4 4 4 5 4 4 5 3 5 5
6 55 5 5 5 5 5 5 5 5 5 5 5 5 4
7 5 4 4 5 5 4 4 4 4 4 4 4 5 4 4
8 35 4 2 5 5 4 3 5 4 4 4 4 3 4
9 4 5 5 5 5 5 5 5 4 5 4 5 5 5 5
10 4 3 4 4 5 3 4 4 4 3 3 5 5 4 3
11 55 5 5 5 5 5 5 5 5 5 5 5 5 5
12 5 55 3 4 5 3 4 5 5 5 5 5 5 5
13 55 5 5 5 5 5 5 5 5 5 5 5 5 5
14 3 45 3 4 4 3 3 4 5 4 3 4 5 3
15 55 5 5 5 5 5 5 5 5 5 5 5 5 5
16 5 3 4 5 3 5 4 3 5 4 5 4 3 4 4
17 3 4 4 3 5 3 4 3 3 2 5 3 3 3 4
18 555 5 5 5 5 5 4 3 4 5 5 5 3
19 555 5 5 5 5 5 4 4 4 4 4 4 4
20 4 5 4 3 5 4 4 4 4 5 4 5 5 3 5
21 55 5 5 5 5 5 5 5 5 5 5 5 5 5
22 555 4 5 5 5 5 4 4 4 5 5 5 5
23 555 5 5 5 5 5 4 4 4 4 4 4 4
24 4 5 3 3 5 4 4 4 4 5 4 4 5 3 5
25 55 5 5 5 5 5 3 5 5 5 5 5 5 5
26 5 5 5 4 5 5 4 5 4 3 4 5 5 5 5
27 5 5 4 5 4 5 5 S 4 4 4 4 4 4 4
28 4 5 3 3 5 4 4 3 4 5 4 4 5 3 5
29 4 5 3 3 5 4 4 4 4 5 4 4 5 3 5
30 5 4 5 4 5 5 3 s 4 5 4 5 5 5 5

MUNIANUIN A-1 WNAASLUUUIINNITNATDUY (Try Out) LUUADUDIN
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ATHUIA (Alpha Cronbach)

i1 ' '
ﬂ'I3??’]“L!’Jﬂ!?ﬂﬂ1ﬂ’JHJL%ﬂuuﬂl@ﬂLL‘U‘Uﬁ'fJ‘UQWNﬁj’Jﬂa%ﬂﬁﬁ'lﬂWﬁﬂJﬂﬁzﬁ‘Wﬁ

Y Y
woarnseuu1IAa1811511n51 Minitab 16 HVUADUAIL

9 H [
Yuneun 1 119 Stat > Multivariate > Item Analysis

VUABUN 2 - 189N C1-C24

Y
HAMIAUIBLETAIAIY

Omitted
Variable

Cl
C2
C3
c4
C5
Co6
Cc7
Cc8
C9
C10
Cl1
C1l2
C13
Cl4
C15
Cle
Cc17
C18
C19
C20
c21
Cc22
C23
Cc24

- '11J# Result nALA®N Item and total statistics 4t Cronbach’s Alpha

Omitted Item Statistics

Adj.

Adj. Total

Mean
102.
102.
102.
102.
102.
102.
102.
102.
102.
102.
102.
102.
102.
101.
102.
102.
102.
102.
102.
102.
102.
102.
102.
102.

367
367
333
133
133
400
200
033
067
100
033
267
367
933
067
233
367
367
367
333
133
133
400
200

Total
StDev
.915
.787
.996
.756
.819
.653
.861
.927
. 986
.767
.857
.761
.751
.086
.753
.889
.708
.915
.787
.996
.756
.819
.653
.861

[ee]

00 00 CO 0O OO 00 0O CO OO OO W 00 CO CO OO OO 0O CO CO OO 0O 0O CO

Squared
Item-Adj. Multiple
Total Corr Corr
0.4524 1.0000
0.4876 1.0000
0.3483 1.0000
0.6881 1.0000
0.4919 1.0000
0.6346 1.0000
0.4694 1.0000
0.3776 0.8521
0.3137 0.8215
0.6159 0.8598
0.4854 0.9262
0.5407 0.9034
0.4291 0.9434
0.1929 0.8472
0.7024 0.9011
0.4284 0.9274
0.5571 0.7862
0.4524 1.0000
0.4876 1.0000
0.3483 1.0000
0.6881 1.0000
0.4919 1.0000
0.6346 1.0000
0.4694 1.0000
= 0.8982

Cronbach's Alpha

NWNIANUIN A-2 HAASUUUIINNITNATDU (Try Out) LUUFDUDIN

Cronbach's

eNeoNololoNeoNoNoNoleolNoNeoNoNoNoNoNoNHoNoBoNoNoNoNe)

Alpha
.8951
.8944
.8970
.8901
.8942
.8904
.8947
.8967
.8979
.8914
.8943
.8930
.8969
.8996
.8899
.8956
.8926
.8951
.8944
.8970
.8901
.8942
.8904
.8947
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