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ABSTRACT

TITLE R EXPECTATION AND PERCEPTION OF SERVICE QUALITY FROM
" THAI TRADITIONAL MEDICAL SERVICE CUSTOMERS, CASE STUDY :

GOVERNMENT PUBLIC HEALTH SERVICES FACILITY IN LOWER

NORTHEASTERN REGION
BY : SARAWUTH NILSORN
DEGREE . MASTER OF BUSINESS ADMINISTRATION
CHAIR : THANYAMAI JTARAKUL, Ph.D.

KEYWORDS : EXPECTATIONS / THAI TRADITIONAL / MEDICINE SERVICES

Objectives of this rescarch are for study; 1) Expectation and perception of service
quality from Thai traditional medical service customers. 2) Behavior of Thai traditional medical
service customers. 3) Relation between demography, behavior, expectation and perception of Thai
traditional medical service customers. Collected data by questionnaire which is adapted from
Parasuman et al. service qualification tools (SERVQUAL). Representative sample is 400
customers from government Thai traditional medical service facilities in lower Northeastern
region at random by quota. Data analyzed by computer application. Statistic for analysis are
frequency distribution, percentage, mean, standard deviation, T-test, F-test and Chi-square test.
Result of the research are;

From 400 samples, most of them are women, age between 41-50 years, bachelor degree
educated, employed in government office, salary lessthan 10,000 Baht, have no congenital
disease. .
Expectation of service quality is in high, bot}é overall and specific issues. The highest
'fmean expectation is trustworthiness. (i = 437, SLD — 0.59) and Pereeption of service quality
overall is in high too. (X = 4.54, SD = 0.47) Though in specific issues are in high except
trustworthiness, which is in the highest rank. (i =4 54, SD = (.56)

Behavior of Thai traditional medical service customers, selected from representative

sample is; most of them use body massage service (92.75%). Main reason of selection is



acquainted to owner or service person(26.50%). Main reason for take Thai traditional medical
service is for cure their illness (82.75%). Most of them received Thai traditional medical service
news from their friends (67.75%). Spend medical service cost around 201-300 Baht per time
(40.50%). ﬁaﬁe uncertain frequency to take service (36.00%) Take service around 8.30-12.00 the
most (31.50%) and in weekdays (65.00%). Service takes 2-3 hours. They usually take service
from Government public health service facility such as government hospital or public health
center {87.75%). Decision making is from themselves (52.00%). After taking service, they do not
have any pain (68.75%) Recurring rate is 96.50% and suggestion rate is 96.50%.

On relation between demography, behavior, expectation and perception of Thai
traditional medical service customers;

Relation between customer behavior and demography - demographic status that refate to
customer behavior is age, education, occupation, monthly income statistic significant at 0.05.

Relation between Expectation of service quality and demography - Demographic status
that relate to expectation of service quality is age, occupation, income statistic significant at 0,05.

Relation between Per.ception of service quality - Demographic status that relate to
perception of service quality is gender, education, occupation, monthly income statistic significant

at 0.05.
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