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Abstract

The purpose of this rescarch were to study the effect of service quality and management toward the
needs of women after hearing of abnormal pap smear result and to study the facing problems and the needed
assistance of women having abnommal pap smear results: case study of Lampang Hospital. The sampling
group was women after hearing of abnormal pap smear results during January - June 2012 with purposive
sampling method. The rescarch tools were questionnaire, data analysis by descriptive staustics to analyze
mean, frequency, standard deviation and content analysis.

The outcomes of research revealed that majority of women aware of abnormal pap smear results
and werce checked at colposcope room, with married marital status, with 1-2 children. with average ages
between 41-50 years old, with elementary educational level, with employee profession. with social health
insurance and receiving over 5 treatments at hospital per year.

Treated patients were able to face with problems and needed assistance of women having abnormal
pap smear results at medium level, with needed additional information related to the treatment as the highest
level and followed with acceptance of hospital results at high level, with anxicty at medium level and with
facing cnsis alone at medium level. On the opinions of services by working team were at highest level,
followed by the service readiness of staff, friendliness, satisfaction on service management, attentive of staff

to all service recipients, systematic approach of staff and convenience in using service were all at high leve].

Keywords: Service Quality, Satisfaction on Management, Needs of Women, Abnormal Pap Smear Result.
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