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Customer's Perception of Thai Traditional and Aiternative Medicine Department’s Service Quality in

Sankhaburi Hospital Chainat Province

Saruda Pangsauy1 and Assistant Professor Dr.Noppakorn Chongvisal 2

Valaya Alongkorn Rajabhat University Under The Royal Patronage Pathum Thani

palmmiko2828@gmail.com

Abstract

Service quality is important for healthcare management in a hospital. The research is an explanatory cross-
section with the objectives of determining the factors affecting customer’s perception of Thai traditional and altemative
medicine in Sankhaburi Hospital, Chainat Province. Samples of 460 patients who came to use the service were
collected and studied from December 2019 to March 2020. Seff-answer 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: 1) Revealed that the 5 aspects which were Tangibles, Reliability,
Responsibleness, Assurance, and Empathy of customer’s perception of the quality of service were at high levels with
the average score of 5.97 (Mean = 5.97 S.D.= 0.587) out of 7 of the total scores. Tangibles have the highest level of
perception (Mean = 6.40 S.D.= 0.538) while Empathy has the lowest level (Mean = 5.40 S.D.= 0.792).2) Factors
affecting customer’s perception of service quality were personal aspects including the right to use service, knowledge of
treatment, and service aspects comprising Speed, Confidence, Expertise, Motivation, and Explanation of service
process. These aspects comelated significantly with the customer’s perception of service quality (P-value <0.05). 3) The
right to use service, knowledge of treatment, and service aspects The aspects can explain or predict the customer's
perception of service quality at 55.9 percent.

The recommendation from this study 1) Set up the policy for improving service quality by the management of
the hospital. The improvement should include empathy, reliability, isolation of patients who pay service by themselves,
service behavior beyond customer's expectations. 2) Public relations of service, and increased speed of service in order
to reduce the waiting time of patients.3) There is a development of knowledge and expertise in treatment for staff. 4)

The processes and pracedures for the treatment are described in full.

Keywords : Service Quality, Thai Traditional Medicine, Alternative, Medicine
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5 94

Nagelkerke R Square = 0.559 , Constant = 2.883 , EXP. = Adjusted OR , B = Coefficient ,S.E = Standard Error

andseua
) Qe = c‘ [ [ : )
nagniuuinawae affoniwietiwinmas (ildvhanulerh lidunm) mifinmndninSggnes §
v v - ’ s a da da o “ o~ a P a &
miufaunmmaimydiniuwendgs Adendwividrnsmesgiamie (hanwiuom) msfinsmesudliggn
X 3 N o a o f f ° »
a3auly Msitanudusannon nguduniuuimamane Alandwiewineas (laildvinnuniarihiduam)
a . ' a o a ° 4 My o & 4 ™ - ' o PS
nsfinmdninBggned damudalumahou sedndnglhifidedmaGassunminliduss lwuachivweando
o e v v e o a a ° = L2 ad ' v v o & A )
Afodniuemamssgiemis ehanaduom) msdnsauaSygreiiull sulnglidedinaGesamlugg
v o “v .« - & &
madanldusns Savinienuamanislumslaiuuins laslawizadnbsdumsnsusuainnudaIms nafians
d Qe L3 Qs A -3 L - d . A A > o A‘
dasnnanuinsiimagyiemsldmndamgarmiwiuidunliuimmia ldiuuimnadh Wudu dwdng
@ A4 & “~ ’ [ W A‘ O o O
mying fanivuimausndunuinglswounassngd faulng Yneuardintimoms fnfeiainmimsinm
a P ™ o ar a af [ e a o~
TAnrmadnituass feuas 53.9 mvjmmmmmjﬁoammﬁnmmawmaﬂaumm:azmm fanslumsinmlan
[ -~ 1 v -3 [} [} Q@ '3 v e -3 o -y J o
lidastrsziunialidasdseaniudredinsinm svviliiniusinsiviigumwmaimsnausziianny
wanola
nam‘m'\m'mé’uvi’uﬁﬂaé’un'm'zf'm’u%'uu?n'\sﬁun'\ﬁug’gtumwmm‘%msuwmfunu‘lnmm:uwnﬁmeLaan
vaafinivimsunndusminlsawennasssayd wudt dassmaduniusinmeiimadmusiumsiufaunwms
vimsuwndurulnouszuwndmaianvssfanivuinsuwndunninglsimemnassiayi Taun anunadilums
v a o s o ar d o e~ o wd a af
TWusms enuiulelumsinm anudsrmnglumsinmn mqgﬂan whansuuSmsndthu Inafivinew fifnsms
Qo " v o * Q'; Q [ 7 o 0 A
inwbidasdrzdwanudaimsdnyans) uazmIatunenuamMITUaanlumIIne saanaaInUNaMIIVONTDI

92

3 i



¢

. mrs’uj’qmmwmm?mmwnéuuu‘lnuu.a:uwmfmoLé'an'[nwmmammq? IIatoum
hitp:/Nibapp.tsu.ac.th/OJS/index.phpithaksinprocedia

matsuduanuiswalavesiiuimimsuwnduanlnalsswenneesii Siwiagasmil Namsaeng (2016) wuin
tnqga‘laﬁnhuﬁ'uu’%n'nﬁuaeiaqnmmm‘s‘ln"u%ms
mqga‘laﬁm‘?un?mwaesjmi’uu?n'\iuwmfuuu‘lnuua:uwn6n10t§anlsowu1u1aassaq%‘ fio lasuns
aSinudumeunszuumsiumsinen Indtu Insiivineu evevinlWiansuend CERULTRERIS O T eI
133 Fenmsisuadiinudetens: 007 ssandaiunansIsudes Anwdes anumaniusemIiuives
Tmrnsdmeluranganwuniueg degmmuuimssaalsinenadnsie (Namsaeng, 2016) Hamsfns wui
wanstiRanifuimsdulngdanvinarndsmguesnwns madwmnaszaan Indfiram

agluaussioiawauns

WRNITIY WU mwsws:e‘i’ums%’uqumwmsu‘%mwaocju‘n"uu?msuwmfunu‘lnuan:m.na
- o -~ d a o v v - o a Y v . oW
§37A13 ag‘lmmugcmn M = 5.97 SD. = 0.587 WisRIBNITAUMIIUFN 5 e dszauigaann 3 dm 1dun du
m’mtﬂugﬂﬁﬁwaou‘ims M = 6.40 SD. = 0.538 eTﬂun'\mauﬂuawimﬁ'uu?n‘n M = 6.24 SD. = 0.635 Uazdmu
m3viwiule M = 6.11 SD. = 0.631 flazeiug 2 oun dmanuidefialinedele M = 5.87 SD. = 0.716 uaz
v . o s -~ -
duanualald M = 5.40 SD. = 0.792 Tﬂuﬂ:uuumauszﬂumﬁujqmmwn"ﬁusn'ﬁé‘mm'mtﬂugﬂﬁssu'ﬂao
a P Y 'Y ™ o & . da . o
VIMsnnfiga 3838300 s MumMIasuauaInidaIns wazsdumaiiiiiiule madey dudwmniidnade
v o a Y . % a v v A4 a . d v d o &
vaungada suananion afauassuanualold Felisnaduiasngaauiay

wuauuzEmIBMIlsansung 1‘m:ﬁ'mu@u‘[uuwﬁaﬁmi’wmﬁ'vé’qmmwmsu‘%msﬁﬁmmsjm‘l“i
u?nﬁ‘lﬁmanﬂtgmﬁaaﬁﬂs:nan 5 s laiun aauduzdsssuvesuIms (Tangibles) andeiialineleled
(Reliability) M3nausuassiasuLin1g (Responsiveness) mahliiule (Assurance) anutanlela (Empathy) e
uwIAABY Parasuraman A., Zietham! V.A. and Bemry L.L.(1990) asasiunisluimsvasunldudmeifuualiy
Wi smsandaioniou Poganuianelagegaraddanliuinig

ﬂ'rsﬁn'ﬁﬁnmﬂ'%a"ué'mv‘fuLﬁuﬁ‘mwm:ﬁnmimss"ujqmmwmm‘%mmwnc‘funu‘lnuua:uwmfnmﬁan

' X 4 o 4 P v d
'lw"ﬁmwﬂmunauua:ﬁuuuawm nndu welanuiawe liduduanuninovasnmmwmsuimsauau
1 1 q

nadnssulszne

VENTIVVBLWIEATE HA.AT.UNNT I UszrwmAlSnsninmniinug se.as.aume AIAIAT UAE HALAT.
By fayas nITNMIUS AN finus ﬁﬂm'm*nfﬂs:a"mé’ngmsmmsmqmmawfumﬁwﬁa 3TN
IAMITUUFLMW UM INEaLEAYI laseainsal 1.uw1:mm'1°g1.lﬁ'uﬁ ua:wwaugmﬁm‘é‘uq Alaildnanaun
15 o Aileae

References

Yoosuk, K. (2000). Organizational behavior. Chulalongkorn University Bangkok.

Saksri, K. (1987). Educational Psychology. Popular science Bangkok.

Shungsod, J. (1989). Learning psychology. Ramkhamhaeng University Bangkok.

Kulsattayapirom, J. (2019). Factors affecting Thai traditional and altemative medicine service quality, Ratchaburi
hospital: the customers’ perception. (M.Sc. Public Health, Faculty of Public Health), Mahidol University.

Namsaeng, C. (2016). Assessment of Patients' Satisfaction in Thai Traditional Medicine Services at Government
Hospitals, Udon Thani Province. KKU Research Journal, 16(1), 77-88.

Maungman, T. (1997). Organizational behavior. Thai Wattana Panich Bangkok.

93

r(gm &Jum



o - o e

mﬁ"uj’qmmwmm?mmwnﬁuuu‘lnuua:u.wnsfmatﬁanfnwmmammqs AIMIATEUM
http:/libapp.tsu.ac.th/OJSfindex.phpithaksinprocedia

Sriboonnak, N. (2002). Organization and Management. Phaisan Formula Publishing Office Bangkok.

Subjareang, P. (1996). Thai traditional medicine holistic medicine. War Veterans Organization Publishing House
Bangkok.

Nitiwarangkul, W., Keskomon, T., & Jarungsuccess, S. (2016). Expectation and perception of police officers in
metropolitan area toward police general hospital service quality. Journal Of The Police Nurses, 8(1), 82-
96.

Parasuraman A., Berry LL., and Zeithaml VA. (1990). Delivering quality service: Balancing customer perception

and expection. New York The Free, 46.

94

flsm (o



