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Quality of service in Family Practice at Thepha Hospital :

Views of Providers and Clients
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Abstract

This phenomenological research aimed to determine the meaning of service quality and
the indicators of service quality in family practice at Thepha Hospital in the views of providers
and clients. The subjects were 8 service providers from Thepha Hospital and 20 clients who were
selected by a dimensional sampling technique consisting of 6 chronic diabetic, 5 high blood
pressure, 4 ante-natal, and 5 other clients. The data were collected by means of in-depth
interviews and field records and observation. The content validity were tested using the
triangulation method. Colaizzi’s method were used to analyze the data.

It was found that the meaning of service quality given by the providers and clients could
be divided into 2 categories: 1. Service satisfaction, i.e. the readiness of equipment facilitating
the service, friendliness, and ability of providers in diagnosis and treatment, and 2. Social
satisfaction, i.e. the physical structure of the providing institute, attention paid to clients,
continuous relationship with clients, and a complete service system. Both the providers and
clients agreed that the care should be given to not only the patients but also their family members.
In the views of service providers, the meaning of service quality involved the care for other
matters such as family problems, community problems as well as environmental problems.

In the views of providers and clients at Thepha Hospital, the meaning of service quality
referred to 6 indicators: 1) continuous care, 2) holistic service, 3) comprehensive service, 4)
equity and equality service, 5) client-participation and client-monitored service, and 6) service

accessibility.

(6)



	Title
	Abstract

