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Development of Strategic Management Model for Service Quality Improvement

at Sawankhalok Hospital, Sukhothai Province.

Ekamon Witurona!, Thassanee Bunman?

ABSTRACT

This research aimed to study the current situation, problems, and approaches of strategic
management, to develop and validate the quality of a strategic management model, to pilot the model,
and to evaluate the effectiveness of the strategic management model for service quality improvement
at Sawankhalok Hospital, Sukhothai Province. The research employed a research and development
methodology conducted in four phases: studying the current situation, problems, and approaches;
developing and validating the model quality; piloting the model; and evaluating the model
implementation. The population consisted of 331 personnel at Sawankhalok Hospital. Data were
collected through documentary study, interviews, expert connoisseurship, and questionnaires. Data were
analyzed using content analysis, descriptive statistics, and independent t-test.

The research findings revealed that the current state of strategic management was at a high
level overall, with organizational direction setting having the highest mean score. Problems were at a
moderate level overall, with strategy implementation having the most issues. The developed model
comprised two main components: a six-dimension strategic management process and five enabling and
supporting factors. Expert validation indicated that the model quality was at the highest level, with
appropriateness having the highest mean score. The pilot results showed that service users' satisfaction
after model implementation was significantly higher than before implementation at the 0.05 level, with
responsiveness showing the greatest increase in satisfaction. The evaluation of model quality according
to standards indicated an overall quality at the highest level, with utility having the highest mean score.

Personnel expressed high satisfaction with the model, particularly regarding its practical applicability.

Public Health Technical Officer (Professional Level),Health Insurance and Strategy Division, Sawankhalok Hospital,
Sukhothai Province

Zpublic health officer (PROFESSIONAL Level) Sukhothai Provincial Health Office
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The research findings demonstrated that the developed strategic management model was
appropriate, met quality standards, and was effective in improving hospital service quality. The model

can be adopted as a guideline for service quality development in other hospitals.

Keywords: Strategic Management, Service Quality, General Hospital, Model Development, Service User
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