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Abstract

This research and development study aimed to: 1) examine the existing
service delivery problems at the Chronic Obstructive Pulmonary Disease (COPD) clinic
of Phonphisai Hospital; 2) develop an improved service delivery model for the COPD
clinic; and 3) evaluate the effects of the developed model on patient knowledge,
clinical outcomes, and satisfaction with services. The study was conducted in three
phases between October 2024 and August 2025.

Phase 1 employed a qualitative approach, utilizing in-depth interviews and
focus group discussions with ten members of a multidisciplinary team. Phase 2
involved the development of the service model and its preliminary implementation
with five patients. Phase 3 consisted of full-scale implementation and evaluation of
the model among thirty patients diagnosed with COPD. The research instruments
included in-depth interview guides, focus group discussion guides, a patient knowledge
assessment, the COPD Assessment Test (CAT), the modified Medical Research Council
dyspnea scale (MMRQ), spirometry recording forms, a multidisciplinary team knowledge
assessment, and a satisfaction questionnaire. Qualitative data were analyzed using
content analysis, while quantitative data were analyzed using frequency, percentage,

mean, standard deviation, and the Wilcoxon signed-rank test.
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The findings revealed that the existing service system had notable limitations
in diagnostic equipment, continuity of follow-up care, and patients' self-care
knowledge. The developed model incorporated the use of spirometry, clinical
outcome assessment, patient education supported by a self-management handbook,
telephone and LINE application follow-up, and promotion of exacerbation prevention
strategies. Following implementation of the model, patient knowledge scores
improved significantly, CAT and mMRC scores decreased, and FVC and FEVq1 values
increased with statistical significance, while the %FEV1/FVC ratio showed no
statistically significant difference. The multidisciplinary team demonstrated increased
knowledge scores, and both patients and team members reported high levels of
satisfaction with the services provided. Overall, the findings suggest that the developed

service delivery model is practically applicable within a community hospital context.

Keywords: chronic obstructive pulmonary disease, service delivery, self-management,

chronic disease clinic
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