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Minor Thesis Title Design of Outpatient Services For the Department of Ear Nose and

Throat in Songklanagarind Hospital by Using Quality Function

Deployment Technique
Author Mr. Sittichai Yokthaworn
Major Program Industrial Management
Academic Year 2010
ABSTRACT

The objective of this research is to design a service model for outpatients of Ear
Nose Throat department, Songklanagarind Hospital by applying Quality Function Deployment
(QFD) technique. The patients are people in Songkhla and nearby provinces, which including
staffs of Songklanagarind Hospital. The researcher uses the open—ended questionnaire to query
for what the patients need, then gathers all the needs to create the complete questionnaire.
Sequentially, it asks about patient’s satisfaction and the level of importance on each item,
calculates the weight of each group by Analytic Hierarchy Process technique, calculates the
average level of demand, and then applies the Planning Matrix which benchmarks with private
and government hospitals in order to yield the current ability of the hospitals.Technique
requirements can be raised by brainstorming for finding the solution to improve and response
patient’s needs. Then the priorities for the technique requirements are set. The first priority is the
arranging of the separated station for old and new hospital cards which yields 7.74 % .The second
one is the automatic queuing system which yields 7.13%. The third one is the online internet
queuing reservation which yields 7.09%. The results can be applied in the Design Deployment
Matrix. It is found that top 3 alternatives to improve the quality of service are reducing of waiting
time which yields 13.14%, using electronic equipment which yields 9.60%, and reorganizing the
service system for fast patient’s check-in which yields 9.19%.These methods can meet patient’s

needs straightforwardly.
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*r*xkx Method 1 (space saver) will be used for this analysis ******

RELIABILITY ANALYSIS - SCALE (ALPHA)

Mean Std Dev Cases
1. Qi.11 3.8750 .8825 40.0
2. Q112 3.3750 .7048 40.0
3. Q1.13 3.2250 9195 40.0
4, Q1.14 3.2000 .9661 40.0
5. Q1i.15 2.5750 .5943 40.0
6. Q1.16 2.7750 .8912 40.0
7. Q117 2.5750 .9026 40.0
8. Ql1.18 3.8000 .7910 40.0
9. Q1.19 3.7250 1.0374 40.0
10. Q1.20 3.1000 .7089 40.0
11. Q1.21 3.1250 .9920 40.0
12, Q2.11 4.4250 .6360 40.0
13.  Q2.12 4.3750 .7048 40.0
14. Q2.13 4.3500 .8022 40.0
15. Q2.14 4.4000 .8712 40.0
16. Q2.15 4.5000 7161 40.0
17.  Q2.16 3.9750 .8912 40.0
18. Q2.17 4.1750 .9306 40.0
19. Q2.18 4.3500 .7696 40.0
20. Q2.19 4.2000 1.2649 40.0
21.  Q2.20 4.3750 .7048 40.0
22. Q2.21 4.3500 .7355 40.0
N of

Statistics for Mean Variance Std Dev Variables
SCALE 82.8250 85.0712 9.2234 22

Reliability Coefficients
N of Cases = 40.0 N of Items = 22

Alpha = .8517
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