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Abstract

This mixed-methods study aimed to evaluate the quality and efficiency of healthcare services
in sub-district health promoting hospitals (SHPHs) after their transfer to Provincial Administrative
Organizations (PAOs). Qualitative data were collected through in-depth interviews with 56 registered
nurses as key informants from four provinces, while quantitative data were obtained from 400 service
users across 10 provinces using a structured questionnaire based on the SERVQUAL framework. Content
analysis was applied for qualitative data and descriptive statistics with t-tests were used for quantitative
analysis. The qualitative results indicated that service continuity in basic, chronic, and emergency care
was maintained post-transfer, despite increased administrative burdens and coordination gaps among
staff. Quantitative findings revealed that public expectations significantly exceeded actual perceptions
across all service dimensions (p < 0.05), with the largest gaps in tangible resources. Overall, service
users remained satisfied with healthcare services but expressed higher expectations for further quality
improvements.

Keywords: sub-district health promoting hospital transfer, health service quality, efficiency,
nursing competency
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Quality Dimension

o Standardization and assurance of quality
in services through plans and goals,
quality enhancement in service sectors,
and quality management in healthcare
services

o Quality assurance in medical services
provided by each department (including
OPD (Outpatient Department), DM
(Diabetes Mellitus), HT (Hypertension),
Stroke, CKD (Chronic Kidney Disease),
ER (Emergency Room), ANC (Antenatal
Care), WCC (Well Child Care), etc.)

o Quality assurance in long-term care
(elderly and long-term care, LTC)

o Quality assurance in nursing

o Quality assurance in support services
(administration, finance, logistics)

o Leadership/Governance

Quality Dimensions
(SERVQUAL)
1) Tangibility

3) Responsiveness
4) Assurance
5) Empathy

nuewe: dmsunsiinwil “msuszdiunann” winelia myiaseduamnmYeINIsUINsguAmUssrsusuiidleiieuiun
AIAVTI ANUBIAUSENOUANNINUSNITIA 5 Auwes SERVQUAL duUszdnsam” ninefia anuanunsavesssuuuinistunisly
ninensiiliinnasnslunsguagunmildegisduanarsuiu waluiunsdnssuurinswermsufiRnuresynainsgunm

Figure 1 Conceptual framework of the study
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Impact on nurses’

quality of life

Improving service

quality after

transferring

Subtheme

Continuity of health

services

Challenges in
management
Gaps in interagency
coordination

Support from referral
hospitals

Proactive service
delivery
Collaboration and
adaptation

Increased workload
pressure

Job satisfaction in

community service

Capacity development

in local areas
Strengthening
community

engagement
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Table 2 Perceived and expected responsiveness by service need levels (n = 400)

Service need level Perceived responsiveness Expected responsiveness
- High 390 (97.5%) 359 (89.8%)
- Moderate 6 (1.5%) 34 (8.5%)
- Low 4 (1.0%) 7 (1.8%)
Mean (SD) 173.32 (34.52) 167.96 (41.18)
Min : Max 42 : 210 41 : 205

Table 3 Perceived and expected service quality of primary care units (n = 400)

Aspect Expected score Perceived score Gap p-value
(Mean + SD) (Mean * SD)

Tangibility 4.65 + 0.52 4.12 + 0.62 -0.53 < 0.001

Reliability 4.68 + 0.47 455 + 0.51 -0.13 0.012

Responsiveness 4.70 £ 0.48 4.30 £ 0.56 -0.40 < 0.001

Assurance 4.75 + 0.44 4.78 £ 0.41 +0.03 0.084

Empathy 4.68 + 0.49 432 + 0.53 -0.36 < 0.001

Table 4 Perceived and expected service quality in primary care units (n = 400)

Aspect Perceived mean Expected mean Mean SD p-value
(SD) (SD) difference
Tangibility
Responsiveness to health needs 4.13 (0.85) 4.43 (0.80) -0.30 0.73 < 0.001
Service process simplicity 4.21(0.87) 4.44.(0.78) -0.25 0.75 < 0.001
Reliability
Staff courtesy and friendliness 4.31 (0.84) 4.49 (0.76) -0.19 0.72 < 0.001
Sufficient staffing 4.08 (0.88) 4.45(0.78) -0.37 0.80 < 0.001
Responsiveness
Timeliness of services 4.26 (0.81) 4.51(0.72) -0.24 0.71 < 0.001
Building confidence in service users 4.38 (0.66) 4.35(0.69) 0.03 0.21 0.005
Assurance
Knowledgeable and capable staff 4.23 (0.82) 4.48 (0.77) -0.25 0.73 < 0.001
Clear explanations about treatment 4.27(0.81) 4.49 (0.76) -0.22 0.74 < 0.001
Equal and fair service delivery 4.32 (0.83) 4.51(0.75) -0.21 0.66 < 0.001
Empathy
Empathy toward service users 4.28 (0.78) 4.49 (0.74) -0.22 0.59 < 0.001
Attentiveness to user needs 4.29 (0.80) 4.51(0.72) -0.22 0.63 < 0.001
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Table 5 Comparison of overall score of perceived and expected responsiveness (n = 400)

Mean (SD)
173.32 (34.52)
167.96 (41.18)

Parameter
Perceived quality

Expected quality
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