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ABSTRACT

At present manpower is the most important of resources, so
it needs to be developed. A training program is one of the
processes to  develop personnel. A traing program  can improve
knowledges and practices to be more effective.

The purpose of this quasi-experimental research was  to
evaluate the effect of a training program as a model to develop the
quality of service of labour personnel . In designing the program, key
concepts of Self-Efficacy and Social Learning Théory were  applied. The
sample for this study used a total of 58 persons that work at Nongbour
Hospital Nakhonsawan Province and simple random sampling method was
used to divide them in two groups. The two groups received identical
programs, that consisted of explanation, seeing slides, video tape, hand
book for quality service,  learning on outside of visits and giving motivation.

The quality of service was assessed by 16 supervisors and 620 clients



and customers : before treatment 310 and after treatment 310. Data was also
collected through interviews using questionnaires of labour personnel,
supervisors, clients and customers at the begining and at the end of the
study.

Percentage  distribution,  determination  of arithmatic mean and
standard deviation, Students’ t- test, Paired Simple t- test were used for
data analysis .

The result of the study showed that after the training program
labour personnel showed siginificantly ( p<0.001) higher self- efficacy
expectation and higher outcome expectation than before the study. Also,
after the study the mean of the grade scores of quality of service of labour
personnel, both for practice and behavior, werl siginificantly higher than
before the study.

These results indicate that the training program as a model to
develop quality of service of labour personnel with application of Self-
Efficacy and Social Learning theory significantly enabled the labour
personnel to improve their self-efficacy expection and outcome expectation
to the satisfaction of supervisors clients and customers . Therefore , this

program should be used in other hospitals as well .
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