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Abstract

The purposes of this research and development were: 1) to study problems of a service model at outpatient departments in PhopPhra
Hospital, Tak Province; 2) to develop service model of outpatient departments by applying logistic concept; and 3) to compare the effects of
using the developed service model to the previous one as the following aspects: (1) patients’ satisfaction with quality of service, (2) service
duration, (3) patient’s value stream (PVS), and (4) the first time quality (FTQ). The sample comprised of 260 patients and were selected by
purposive sampling. Sample size was calculated by G*Power, level of significance at the level 0.05, and moderate effect size at 0.15. The study
process was divided into three phases: 1) pre-development, 2) preparation and development, and 3) post-development. The instruments consisted
of 4 parts: 1) the service model of outpatient departments by applying logistics concept, 2) a record form of service duration at outpatient
departments,3) a digital stopwatch, and4) patients’ satisfaction questionnaires. The content validity of the fourth tool is between 0.6-1.00, and
its reliability was 0.94. Research data were analyzed by using descriptive statistics (frequency, percentage, mean, standard deviation, median.

quartile deviation), and independent t-test.
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The research findings are as followed. 1) The formal outpatient departments faced obstacles including excessive service process and

time summing lock of standard practice for staff low level of patients satisfaction on service quality, the staff provided different practice, and

patients’ satisfaction with quality of service lower than the criteria (80%). 2) The new one contributed the faster service and reduced the service

from 14 to 9 steps, used guidelines and manuals of service provision focusing on quality care with practical and standard approaches for staff.

Finally, 3) the effects of using the developed service model compared to the previous one were as follows. (1) Patients’ satisfaction with the

new model was significantly higher than the formal one (p< 0.05).(2) The service duration of the new model was dramatically less than the

former model, the shortest duration decreased from 31 minutes to 11 minutes, and the longest one reduced from 90 minutes to 31 minutes. (3)

PVS by using the new model increased the value stream mapping rather than the formal one with the lowest value from 5.76% to 7.06%, and

the highest from 48.78% to 55.08%; (4) FTQ increses also raised more than the previous one from 46.13% to 85.90%.

Keyword: Outpatient Department Service model, Logistics Concept , PhopPhra Hospital.
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