nsHALIFULUUMISALTNOUSEULUINIIMsWWndaniaunaudlsaneuna

Development of a Pre-hospital Care Emergency Medical Operations System

Usaan weauusvnled

Narissa Patthanapreechawong

¥
: =%

Wentinusiludrumilavainsinemunangasus gy nimnssumansunUndie
§1913913AINTTUAASNMNITUASTEUY
URIINYIAYAIVATUASUNS
A Thesis Submitted in Partial Fulfilment of the Requirements for the Degree of
Master of Engineering in Industrial and Systems Engineering
Prince of Songkla University
2555
SvdusvaMANenSedaIuAIUNS



Y Inentnug N1IAAUIFUBUUNITANTUNUTZUUUTNITN SUNNdnidunaud

ISR IERITE
AT WNANIUTEA WauUTv 9
#1917 IAINTINYAMNITUALTEUY

¢l a a s s
219158NUSNENINYITANUSHAN

({emansnnse as.sywun Jusinde)

¢l a a s
919158NUSNEN INYITANUS T

({eaans1se as.udans duses)

AMENIIUNTIADU

................................................ U3gs1unIannig
(HAefans19158 ATLENETT A5TIUIUUN)

.............................................................. N334N73
({emans1nse as.sywun Jusinde)

.............................................................. N334N73
({emans1se as.udans duses)

.............................................................. A3IUNTT

.............................................................. ASUNTS
(599FANS1ANTE AT.ATNA AR NIENDY)

Tadfinine1ds anndneauasaiuaiuns sydAliivinerdnusadull lu
druntlaveansfinu mundnansUsyndmnssumansumdudin a1913913AIn354

PAFINIILALITUY

(FARS19198 A9.815591 NIAAIT)
AMUAUTRINEAY

(1)



Y Inentnug N1IAAUIFUBUUNITANTUNUTZUUUTNITN SUNNdnidunaud

Tsenwenuna
AT WNANIUTEA WauUTv 9
#1973 AAINTINYAAMNITHALTEUY
Un1sAnu 2554

UNANED

[

mAfelifagusrasdifionanuuunisuimsdanisnunisunmdaniduneu
falsane1una (Pre-hospital Emergency Medical Service: Pre-hospital EMS) nnelénseu
WNARTITIAAMA ML IRYEIUSEIWAENSTaSN (Malcolm Baldrige National Quality
Award: MBNQA) fhsmsdnwuunufifluiufinsddne Ao faninveuuiu guasesiil

i wazaswan TuialeTeiUsEAnSamIruunudeIaSesdienmnm Ao Why-Why
Analysis Critical-to-Quality Wag Service Quality Model ﬁ]'1ﬂﬁuiﬁﬁwuwiﬂsLLﬂimﬂﬁﬁaaﬂu
U Microsoft Excel titeifuiedasiiolunmstrsuszifiunmssiiuny nanisdnw aannis
ponuUUNUNMsWmdgnidunoudslsamenuna neldnseu MBNQA  MFAdelduszyndls
aonndaafuary wuin Tumuaedl 1-6 1A nsiiesdns nMsnsunudenagns n1sgadu
Aaeanidu 115in N1TATIERRAENITTANISANS MTadunineInsyAna wazn1s
Fannsnsruauns Tlenralunisuiuusdlunnming 1ea91nn1531A91891910 Why-Why
Analysis wu1 Hapmnilistuanvevininannsiildlésu maaduaydlunstmunuleue
MnguImslussdnsiiisades  vililildsumstmuinanimviniiens Wenlesldanis
UsuuUsslumanadl 3, 5 uay 6 WagaNNTUATIZA Critical-to-Quality wuin Asiigtaegnidu
Foanns 1ty aundenldiuvosgunsainianisunnd uagsaufiiinng  sawvenannd
Anuanansaved s fifinnazdmihigudiuudavnuardang Seas dwasonnsuiuuse
seutluvingdl 1, 3.6 Wudeafunsineeit Service Quality Model WUAIINLANGI
sewinsanuaaniwesinegnidu wazuinisiilaiuase iinanmislidnnsfnunluded
fapanidudonts  wagarmaiands savlifinsnuauannmufoRauresynains
waymsafuauaNgUIsvieatu dsareunmnssudunulumnnd 1, 3 uaz6 uazia
nsAnwludIugnvneg Ao NMseaniuuluTknsNUsEliunsAdunY Mswnmdanidunoud
Tsmgunaielviyaainsisuiaveunsiauinunisunmdgniduneudslsmeiua 19
TWsunauiifuedosdiolumstssiiunsiiiunuresiminmuesiilimauisan miuia 3
TsguumsuImsdants a Jagtudunniedudeds Wodsuduinas  MBNQA g
Tsunaulfidenlosieganunujoalufufinsddnwnuideiisosfuuss naanasld
yasedldfuiiuiinsddng 4 fmin Tnefusndu 21 au navszdivluynussduoglusedud



Thesis Title Development of a Pre-hospital Care Emergency Medical

Operations System

Author Miss. Narissa Patthanapreechawong
Major Program Industrial and Systems Engineering
Academic Year 2011

ABSTRACT

This research aims to design and manage Pre-hospital Emergency
Medical Service (Pre-hospital EMS) under the Malcolm Baldrige National Quality
Award (MBNQA). The program was put into the practical by applying it in selected
study areas: Khon Kaen, Ubon Ratchathani Phuket and Songkhla. Moreover, the
efficiency of the program was investigated with regard to quality tools i.e., Why-Why
analysis, Critical-to-Quality (CTQ) and Service Quality Model. After that, the
application of practical program was developed on MS excel to evaluate its
performances. The results showed that the practical of Pre-hospital EMS designed
included leadership, strategic planning, customer focus, measurement and analysis
including Knowledge Management, workforce focus and process management ,are
successful and has possibility to achieve more efficiency under MBNQA framework.
According to the Why-Why analysis, the major obstacle of the program is considered
to be the lacking support from policy maker of the related organization. Hence, the
quality of Pre-hospital EMS is not fully developed to improve the quality of the
system according to category 1, 5 and 6. Additional, CTQ found that some items are
required for the patients in order to improve the quality of the system according to
category 3 to 6, e.g. availability of medical equipments, ambulances, and
communication devices, skill of staffs and EMD.  Furthermore the Service Quality
Model analysis pointed out customers expected the better service . The problems of
low satisfaction can be occurred due to short of information about the patient needs
and expectation, ignorance of quality control of the service center, and lack of
support from local administrators, which resulted in the improvement of the quality
of the program according to category 1 to 4. Finally, the tool to evaluate the
performance of Pre-hospital EMS program was developed. The tool was used by 21
local staffs to obtain site specific information and problems from selected study
areas (4 provinces). Then the performance of the program was evaluated based on
the criteria of MBNQA. The results revealed that the performance of Pre-hospital

EMS of all selected study areas were in good level.
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