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ABSTRACT

This study aims to investigate the attitudes in terms of understanding , satisfaction
and participation of the staff of McCormick Hospital towards the service quality
development system of the hospital. The Study had been made by means of questionnaire
collected from 4 targeted groups within the McCormick Hospital : administrative medical
service staff, medical operations staff . administration support staff, medical operations
support staff. Each sample group was composed of 25 persons ., with the total number
reaching 100 persons. Thereafter , the entire data was analyzed by taking statistics as
frequency , percentage and average. |

Results of the studies showed that most respondents considered that the
McCormick Hospital’s Service Quality Development System created the benefits for setting
the mission , limitation , goals , and objectives of service arrangement or divisions literally.
The respondents had the understanding , satisfaction, and participation in administrating the
hospital in terms of service quality development system in all majorand factors at an
average of the medium level. In details, the result indicated that most respondents had the

understanding and satisfaction in the missions . goals , and objectives as the priority ; and



most respondents had high level in the participation of the performance setting of the '
division,

When identifying the respondents from the 4 groups results showed that all
‘respondents had an average of the medium level the understanding , satisfaction and
participation in administrating the hospital in terms of service quality development system
in all major and minor factors. However , the first and the fourth group had the better
understanding , and satisfaction than the others in almost all of the minor factors. Whereas
the second. group had the lowest level of understanding , and satisfaction than the others in
all factors except the minor factor of work system / process of giving services , which had
the highest level of satisfaction.

Regarding the comparison of all four groups in the level of participation , the first
group had the highest level of participating whereas the fourth group had the lowest level

of participating.



