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ABSTRACT
The objective of this explanatory cross-sectional research is to determine the factors
affecting customer’s perception of Thai traditional and alternative medicine services at Sankhaburi
Hospital, Chainat province. Data from a sample of 460 patients who came to use the service were
collected and studied from December 2019 to March 2020. Self-completion questionnaires were used to
collect the data, which were then analyzed and tested by using Chi-square and Logistic regression

analysis in order to identify the associated factors and predictors.

The results of the study were as follows: First, all the five aspects of the customer's
perception including service tangibility, reliability, responsibility, assurance, and caretaking were at a very
high level with an average score of 5.97 and a standard deviation of 0.59. Service tangibility was at the
highest level (M = 6.40 S.D.= 0.54), while caretaking was at the lowest level (M = 5.40 S.D.= 0.80).
Second, factors affecting customer’s perception of service quality were personal aspects including the
right to use service, knowledge of Thai traditional and alternative medicine treatment, and service
aspects comprising timely customer service, trust, doctor expertise, visit motivations, and explanation of
treatment process. These aspects correlated significantly with the customer’s perception of service
quality at a significance level of 0.05. Third, the right to use service, knowledge of Thai traditional and
alternative medicine treatment, and all the five service aspects can explain or predict the customer’s

perception of service quality at 55.90 percent.

The body of knowledge gained from this research is a guideline to create the perceived
quality of service for patients who visit Thai traditional and alternative medicine clinics knowledge about
Thai traditional medicine treatment should be disseminated to patients and the performance of Thai

traditional medicine practitioners to diagnose patients should be improved to maximize service quality.
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