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Abstract

Objectives: To compare the mean scores of perceived service quality among nursing
personnel who participated in an appointment service management program via the Hugge
application and a control group receiving standard practice.

Methods: A quasi-experimental study with a two-group pretest-posttest design was
conducted between December 2024 and February 2025. The sample comprised 54 nursing
personnel from the medical and surgical outpatient departments of a tertiary hospital in
Ratchaburi Province, selected via purposive sampling. The participants were equally assigned
to an experimental group (n = 27) and a control group (n = 27). Data were collected using a
perceived service quality questionnaire and analyzed utilizing descriptive statistics and
t-tests.

Results: The demographic characteristics of the experimental and control groups were
comparable. Following the implementation of the appointment service management
program via the Hugge application, the experimental group demonstrated a significantly
higher mean score for perceived service quality compared to the control group (4.16+0.41 vs.
3.19+0.45; p<0.001). Furthermore, the experimental group's post-intervention score showed a
statistically significant improvement from their pre-intervention score (from 2.96+0.58 vs.
4.16+0.41; p<0.001).

Conclusions: Integrating technological service management with an application-based
appointment approach facilitates patients' adherence to their scheduled dates and times.
This enhances service accessibility for patients and consequently improves the overall

quality of service.

Keywords: appointment, service quality, nursing personnel, outpatient, Hugge application
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Table 1. Compare the average service quality scores according to the perception of nursing
personnel before participating in the appointment management program through the Hugge

application between the experimental group and the control group (n=27)

Quality of Service Experimental group (n=27) Control group (n=27) t p-

as Perceived by Mean SD Level Mean SD Level value’

Nursing Personnel

Each aspect

1. Application of 3.03 092  Moderate  3.22 0.64  Moderate -0.883 0.381
technical skills

2. Quality of Work 2.57 0.39 Moderate  2.77 0.49 Moderate  -1.609 0.114
3. Teamwork 3.26 0.68 Moderate  3.41 0.56 Moderate  -0.905 0.370
Overall 2.96 0.58 Moderate  3.31 0.47 Moderate  -1.246 0.218

‘independent t-test

2.2 WU UAZMUIAALANNINUINITNIUNITTUTVRIUAINTNE U IANALINT I TWATY
FENINNFUNARDINUNFUAIUANNUIINGUNARR sAzLUURAENINATINANATUANBE 19l Tad ARy
N9EDRA (4.16+0.41 way 3.19+0.45; p<0.001) (Table 2)

Table 2. Compare the average service quality scores according to the perception of nursing
personnel after using the appointment management program through the Hugge application

between the experimental group (n=27) and the control group (n=27)

Quality of Service Experimental group (n=27) Control group (n=27) t p-

as Perceived by Mean SD Level Mean SD Level value’

Nursing Personnel

Each aspect

1. Application of 4.22 0.53 High 3.27 0.62  Moderate  6.086 <0.001
technical skills

2. Quality of Work 4.02 0.33 High 2.80 0.46 Moderate  11.142  <0.001
3. Teamwork 4.23 0.49 High 3.49 0.47 Moderate  5.710 <0.001
Overall 4.16 0.41 High 3.19 0.45 Moderate  8.277 <0.001

‘independent t-test

2.3 WIBUWgUAZLUWRAEAMAINUINITANUAITIUIVBIYAAINTHEIUATUNGUNAADY
SEMININDULATNA LTI INIUTENTUY WUIMADN5IULUTHATU TALLULLRAUNNTUINNNDULTT Y
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Table 3. Compare the average service quality scores according to the perception of nursing
personnel in the experimental group before and after participating in the appointment

management program through the Hugge application (n=27)

Quality of Service Experimental group t p-
as Perceived by Before joining the program After joining the program value’
Nursing Personnel Mean SD Level Mean SD Level

Each aspect

1. Application of 3.03 0.92 Moderate  4.22 0.53 High 7.06 <0.001
technical skills

2. Quality of Work 2.57 0.39 Moderate  4.02 0.33 High 21.28 <0.001
3. Teamwork 3.26 0.68  Moderate  4.23 0.49 High 10.28 <0.001
Overall 2.96 0.58  Moderate  4.16 0.41 High 18.29 <0.001

apaired t-test
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