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ABSTRACT

This is a quasi-experimental study. The purpose is to study and compare means perceived service quality at
the child's mother had open heart surgery. Sample was mothers of children aged 3 months-6 years who received
open heart surgery after being moved out from PICU to the ordinary ward. The sample was divided into 15
experimental subjects at S.6a ward Queen Sirikit National Institute of Child Health, and 15 control subjects at S.7b
ward Queen Sirikit National Institute of Child Health which matched pair by age and education level of mothers.
Instruments used in this study is the nursing management model that integrates the concepts of family-centered care
(Smith, Coleman & Bradshow, 2002) with the theory of care (Swanson, 1993) and control group who received
treatment’s result care—oriented nursing management model. Another instrument used to gather data is
questionnaire measure of perceived service quality (Parasuraman, 1985) and two kinds of tools have been validated
by a panel of experts of 3 persons and equipment used to collect test data confident. Coefficient of 0.96 was analyzed
using Mann-Whitney U Test to compare scores of service quality of the control group and the experimental group
and The Wilcoxon Signed Rank Test comparing scores of service quality of the experimental group before and

after.

The results showed that: 1) Perceived level to service quality of mothers post-experimentation in the
experimental group was highest level and the control group was high level. 2) Perceived service quality of mothers
post-experimentation in the experimental group was statistically higher than in control group at 0.05 significant
level. 3) Perceived service quality of mothers post-experimentation in the experimental group was statistically

higher than pre-experimentation at 0.05 significant level.
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