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MODEL OF AN EXCELLENT SERVICE OF PRIVATE
HOSPITALS IN THAILAND

Rungroje Songsraboon'
'Siam University, Bangkok, 10160, Thailand

ABSTRACT

The purpose of this research was to study find and analyze model of an excellent service of private hospitals in
Thailand at 2017. An Ethnographic Delphi Future Research (EDFR) technique was applied. Twenty experts including
3 private hospital administrators, 5 members from nursing organizations, 4 Staff from administration, 5 operation
nursing and 3 nursing instructors were participated in this study. The study instruments were: 1) an interview guide
for asking the experts to describe the excellent nursing service department, and 2) a questionnaire developed from
the interview contents to ask a prior panel of experts for confirming the previous opinion. Study data were analyzed
by using median and inter-quartile range to summarize the characteristics of excellent nursing service department.

The results revealed that the excellent service of private hospitals was classified into 4 categories:

1. Physician and nursing service, consisting of 4 subcategories: 1) General management 2) Human resources
management 3) Applying knowledge management, and 4) Budgeting management.

2. Diagnostic service, consisting of 2 subcategories: 1) A variety of diagnostic models and 2) Effective quality
of diagnostic and continuous of quality improvement.

3. Receptionist staff service consisting of 2 subcategories: 1) Basic competency and 2) Specific competency
of receptionist staff.

4. Cashier staff service consisting of 2 subcategories: 1) Basic competency and 2) Specific competency

of cashier staff.

Keywords: Excellent service, service quality, private hospitals
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