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Abstract

A study of effects on the organization of implementing the ISO 9002 and the Hospital
Accreditation systems to a privale hospital : case study of Rajyindee Hospital, Hat yai, Songkla
aims to study impacts of quality systems on employees, clients, the hospital’s capability of
service rendering and medical treatment standard as well as (o assess the costs attributable to
quality system implementation and to compare the hospital’s financial performance before and
after getting into these two quality assurance systems.

This study utilizes both secondary and primary data. The secondary data are gathered
from various kind of sources, i.e., The Institute for Public Health System Research, National
Productivity Institute, related textbooks and journals and the internet. The primary data are from
questionnaire surveys with 142 sampled Rajyindee Hospital's clients and 168 sampled
employees. Data are analyzed in order to delineate the clients’ attitudes toward the quality
systems and to assess the hospital’s ability of service-rendering according to each of the 16
components of the Service Mix. On the employee’s side, analyses are done to delineate
employees’ gllihldes toward the quality systems and to evaluate the impact of quality system
implementation on employees’ behavior as well as to assess the human resource management
approach of Rajyindee Hospital after entering the quality systems by using O'Dell and Carla’s
(1980) TQM human resource management model. With further analysis of secondary data in the
area of service quality, medical standard and financial performance indices; comparison of

benefits and drawbacks on bringing the quality system into hospital management is done to
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evaluate the cost-cflectiveness of implementing the ISO 9002 and the Hospital Accreditation
systems to Rajyindee Hospital.

The findings are (1) Two quality systems which clients recognize most are ISO and 58,
while those being recognized least are TQM and HA. Clients see quality assurance system as
being directly important to the hospital’s quality and influential to their choice of hospitals. They
also regard ISO and HA certified hospitals as being more trustworthy and would like to seek
services from these hospiltais rather than from those uncertified. Another finding is Rajyindee
Hospital develops considerable improvement in service rendering ability in 14 out of 16 attributes
of the Service Mix. Clients who specifically prefer to find services from ISO or HA certified
hospitals have these characteristics; vocational school or the above level of education, having
prior knowledge of quality systems and having the attitude that the quality system has direct
effects on hospital qualities. (2) Most Rajyindee Hospital employees have high school or
vocational school education. Most have been working in this hospital for more than 5 years. All
of them know at least one quality system and most regularly attend quality activities. The
majority of Rajyindee employees believes quality systems are beneficial to organizational
developments. Qur surv.ey also demonstrates that if an employee has healthy attitudes towards
quality systems, he will have positive behavioral response with his working and have more job
satisfactions. In addition, the level of the employee’s participation in quality activities also has
direct influence on his attitude toward quality systems regardless of his position or education. (3)
There has been improvement in most of the service-rendering performance indices of Rajyindee
Hospital and the very prominent of which are about clients’ waiting-time. Regarding indices
about medical standard, there has been a significant reduction in infection rate all ;)ver the
hospital, although improvement in other aspects remains obscure. (4) There has been considerable
increase in administrative expense which is attributable to more spending in these categories;
equipment and wasting materials, writing utensil and stationery, back-office staffs’ overtime
payment and social function and reception expense. Variable service (manufacturing) costs like
consumable and wasting materials are slightly increased. All in all, total operating cost is not
decreased whereas the hospital experienced losses back to back in 1998 and 1999. Analysis of
financial ratio indicates that this corporate is suffering considerably from problems of low

liquidity, low competence in assets and debt management and poor profitability; all of which
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associated with an unfavorable trend. (5) Most of Rajyindee Hospital spending on establishing
quality assurance systems in its organization is actually an opportunity cost of forefeiting the
utiliziation of its employees in their usual jobs which has amounted to 9.5 million Baht up till
now. Cost in external audit and certification fees was about 180,000 Baht in 1998 and there is no
money spent on hiring consultants.

Implementation of 1SO 9002 and Hospital Accreditation (HA) systems seems to bring
about obviously positive ilmpacts on clients and employees of Rajyindee Hospital. The hospital
service-rendering ability also improves although its medical treatment standard is slightly
affected. In contrast, corporate financial performance of Rajyindee hospital has been below
average and is severely running down. However this study only shows initial effects of quality
systems on the organization and is unable to separate those attributable to an economic crisis

during the past two years.
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