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Abstract

Diabetes Mellitus is a chronic illness commonly found in Thai population.
Developing a health service system which responds to the problems and demands of
patients is very important. This developmental research aimed to develop an outpatient
service system for the diabetes mellitus patients, Sarapee hospital, Chiang Mai province
using Logical Framework Analysis; to compare waiting time of patients and patient’s
satisfaction before and after developing the service system; and to study satisfaction
of service providers participating in the project. Study sample included 152 and 191
patients before and after development of the service system, respectively and 12
service providers. Purposive sampling was used in this study. The research instruments
comprised the Waiting Time Recording Form and the Patients Satisfaction Questionnaire

developed by the researcher based on the conceptual framework of Aday & Anderson
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(1975). Content validity index of the questionnaire was .97 and reliability was 0.92. The
Providers Satisfaction Questionnaire was developed by the researcher based on the
concept of Logical Framework Analysis. Data were analyzed using descriptive statistics

and content analysis.

The results of study
1. The outpatient service system for diabetes mellitus, Sarapee hospital,
Chiang Mai province after the development using Logical Framework
Analysis decreased from 6 to 4 steps including queuing and blood testing,
screening, group activities, and investigation.
2. Waiting time of patients after developing the outpatient service system for
diabetes mellitus was less than before development. The minimum waiting
time reduced for 8 minutes and the maximum waiting time reduced for 66
minutes at the significant level of 0.01.
3. Patients satisfaction after developing the outpatient service system for
diabetes mellitus was higher than before development. The level before
developing the outpatient service system was moderate (X = 2.24, S.D.
= 0.26) and the level after developing the outpatient service system was
excellent (X = 2.84, S.D. = 0.11) at the significant level of 0.01.
4. All service providers participating in the development of the service system
project were satisfied with the development of the service system by using
Logical Framework Analysis.
The results of this study can be used as a guideline to develop and improve
services of an Outpatient Department and other units in order to decrease waiting time
and increase client satisfaction of a health service system.

Key words: Service System, Outpatient Department, Diabetes Mellitus
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