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Abstract

The objectives of this research and development were to explore the context of public health service
quality based on Public Health Center Accreditation (PHCA), the quality development process and the
supporting process of public health service development and to develope a prototype for public health
service quality of Health Department, Bangkok Metropolitan Administration based on the international
standard. The population was all 68 Public Health Centers. The study period was three years. Data
collection were done using the self- assessment report, the customer and health provider satisfaction
questionnaires. The frequency, percentage and Public Health Center Accreditation Index comparison were
used in data analysis. The results were as follows.

1) Public health service quality based on PHCA in 68 public health centers, their context were
different in population structure, but the services were quite similar. The services were running according
to the standard and policy of Health Department. All public health centers were awarded and certified at the
gold level by Head Office. The quality development process included implementing the Deming cycle and
continuous quality improvement, facilitating efficient material management, improving auditor competency,
training effective facilitator and health providers and collaborating among all sectors in Health Department.
The supporting processes composed of setting up the Public Health Accreditation Center, auditing
surveyors, and following up the outcome after the implementation of Public Health services based on
the PHCA standard.

2) The prototype for public health service quality consisted of 6 components: 1) Direction
development based on the international standard. 2) Main issue of standard 3) Risk management system
4) Information management system 5) Health care services system and 6) Pharmaceutical management
system. After the development, staffs’ and customer’s satisfaction on health service were higher than

the pre-development period.
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