31
32
33
34
35
36
3.1
38



11

111

(Quality)
Wehster ' New World Dictionary (1988:1099)

(the degree of excellence which a thing possesses)

International Dictionary of English (1995:1158)
(a characteristic or feature of something)

Dictionary of contemporary English (1995:1157)

(8 high standard Or the degree of which
something is good / had)

(Quality of conformance)

( L 535)

( . 2536:12)



112

(Services)
Dictionary of contemporary English (1995:1297)
(to provide people
with something they need/want)

Thailand Management Association

( 253859)

( | 2539287)

( 2530)

(Kotler, 1994 , 2530)

12



121

122

, 2530:288-289)
(Intangibility)
(Place)
(People)
(Equipment)

(Communication material)

(Symbols)

(Price)

(Inseparability)



30 r 60

123 « (Variability)

124 (Perishability)



)
) (Differential pricing)
@
R (Complementary services)
!
@ (Reservation system)
2)
(1) (Part time employee)
@ (Peak time
efficiency routine)
) (Increase  consumer
participation)
!
@ (Shared services)
() (Facilities for future
expansion)
13
2 (Bopp.K.D.,1990:6;

Omachonu,V.K.,1990:3)



131 (Technical or Professional standard)
3
(Donabedian, 1980 (quoted in Bopp.K.D.,1990:6) ; , 2538:69)
1) (Structure standard)
2) (Process standard)
3) (Outcome standard)
1.3.2 (Expressive standard)

Bopp.K.D.,1990:6-7)

Kovner AR, and SmitsH.L. (quoted in



1I

(2536 : 124-125)

14



2.1
(Expectation)
Webster * New World Dictionary (1988:478)
(the probability of the occurrence)

Dictionary of contemporary English (1995:474)

(a belief that something good will happen in the future or the belief that something will
happen because it is likely or planned)

( 53  2538:49)

(  2538:11)

2.2 «»



16

Zeitham.V.A ., Parasuraman.A. and
Berry,L.L. (1990:19) (Factors Influencing
Expectations) 4
1) ‘ 1 (Word of mouth communications)

2) (Personal need)

3) ! (Past experience)

4) (External communications)

Shanks and
Kenedy (1970 . 2538:11-12)



17

2.3

.. 1970 Ware, Davies - Avery Steward (Eck, TAA. et. al. 1988 : 3)

8
) (Art of care)
2) (Technical quality of care)
3) (Accessibility /
Convenience)
4) (finances)
B) (Physical environment)
6) (Availability)
7) (Continuity of care)
8) (Efficacy / Outcome of care)
.. 1975 Risser, N. L.
1) (Technical
professional factor)
2)

(The educational relationship)
3 (The
trusting relationship)



Beixy,L.L.,1990)

N

S~ oo
= &£ = =

o o
-
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=)

Berry,L.L.,1990)

1983 Paiasuraman (ZeithamlV.A., Parasuraman.A. and

10

(Tangibles)

(Reliability)

(Responsiveness)
(Competence)
(Courtesy)

(Credibility)

(Security)
(Access)

(Communication)

(Understanding / Knowing customer)

.. 1988 Parasuraman (Zeitham|.V.A., Parasuraman.A. and
, 5
(Tangibles)
!
(Reliability)
1

(Responsiveness)

(Assurance)



0.95

D) (Empathy)

Babakus

(2539), (2540)

Lynch,J. and Schuler, D. (1990)

Bopp, .. K. (1990)

(1991)

19

SERVQUAL
Scardina (1994)
0.92
(2538), (2538),
0.95, 0.94, 0.92

(Expressive Caring)



20

2) (Expressive Professionalism)

3) (Expressive Competence)

Heard Shelley (1997)
(Homerton Hospital)

1) (Access to services)

2) (Buildings which are safe)

3) (Confidentiality of all medical)

4) (Dignity for all individuals)

5) (Equity in accessing services)

6) (Friendly)

1) (Gentle)

8) (Healthy)

9) (Information)

10) (Joint
approach)

11) (Kindness)

12) (Listening )

13) (Medical advice)

14) (Needs of the individual recognised)

15) (Open, prompt
communication with you)

16) (Planning
discharge with you)

17) (Quality health care)

18) (Respect for your)

19) (Sympathetic, secure,

and responsive care)



J Inaiinit 21

20) (Trust in the advice you receive
about your health)

21) (Up to date)
22) (Value and assessment of treatment outcomes)
23) (Willingness )
24) (Xpert advice from clinical)
25) (Your complaints
to be rapidly acknowledged)
26) - (Zealous)
3.
31 . «
311
3.12

Luckmann and
Sorensen ( , 2523:87)



(1967:36,

. 2530:17)

Hofling

22



(2536, . 253837) !

313

(2530) JalvalgiR.G.Rao,SR. and
Thomas,E.G. (1991 2540)

(2537)

(2541)



32

321

322

»

«

«

24



(2526)

323

Shanks and Kenedy (1970

(2530)

(2541)

. 2538:11)

25



3.3

331 »

332

, 2523:87)

( | 25%6.71)

26



27

333

Hulka et. al.
. 1969 .. 1970 Aday and Anderson

(  2538:51-5))
, (2534 - 2539:55-56)

(2530), LynchJ. and SchulerD. (1990:16-22)  JalvalgiR.G.,
Rao.SR. and Thomas.E.G. (1991 , 2540:15)

24
(2528 , 2540:28)

(2539:158-168)

(2541)



34

554

341

342

«

| 2534:300)

, 570

28



29

( 2523:30)

343

(2528 ,
2540:18)

| (2540)

96.6

(2530)  JalvalglR.G., Rao.SR. and ThomasE.G. (1991
, 2540:15)

Lynch,J. and Schuler,D.
(1990:16-22)

1) (waiting areas)
) (Patient rooms)



3.5

351

2535:31)

3) 1} (Food)

H ' (Convenient location)
) (Staff attitude)

6)

(Attributed in this category therefore should focus specifically)

(2539:158-168)

(2541)

(2539:158)

ifi

(Interaction)

, 2509:21 , 253231 1

(Communication)



(Verbal) (Non- Verbal)

( , 2532:31-32;
2533.129; , 25389; , 2540:10)
352
( , 2540:11-13)

1) (sender or encoder)

) (message or source)

) (receiver or decoder)

4) (filters)

5) (channel)

3
6) (feedback)

) (one-way communication)



32

(two-way communication)

(verbal communication)

(non- verbal communication)
93



| 2538:30)
2

(

. 2538:31)

, 2534



353

KovnerAR. and SmitsH.L. (quoted in
Bopp.K.D., 990:7)
JalvalgiR.G,, Rao,SR. and ThomasE.G.

(1991 . 2540:15)
(2541)
!
(2534
2538:56)
(2537)
05
(2536)
| (2534  2539:55-56)

| (2540)



36

361

, 2538:113-115;

36.2

(
- 2539:21)

3l

59T

. 2525

(mord reasoning)

I 72 0%

(mord attitude and belief)

3

, 2536:19;

. 2539:200)



10)
10)

il

2523

(

2539:166-173)

(moral conduct)



(

. 2539:210)

16

37

2541



10)

363

(2527 , 2529:45)

Bopp,K.D.(1990)

(2541)
|



(253%)

54.8

3.1

3.1

(Litwack, 1980

(2540)

553)

(

12534:40)

00

39



372

, 2541:18-19)

(Remedial)

(Preventive)

(Development)

Skipper (1965 vt 2534:42)



41

(Redman, 1976; Salsmond, 1978; Schrankel, 1978
, 2534:43)
)

3.13

Hay and Anderson (1963 , 2536)
PoUertJ.E. (1971 , 2523)

(2520)

( (53



(2540)

1
{1/ R ()]
(2540)
0
(2540)
(2541) ,
(241)
38 (Price)

381

100

42

153



2539:296)

382

«

V «

(

, 2536:25;

43



( , 2539:297-298)
(Internal factors)

(External factors)

«
(Total revenue)
(Profit)
(Sales Quantity)
(Competition)
(Social)

(Image)



383
1983 ( , 2540) Riley and Schaefers
DRGS 1982
17 Walker
5540 5.90
(2530 , 2540)
(2539)
7

457 , 695 860

(2541)



46

4, (Focus group)

41

6-12 4-5

42 " ( 2536:401-40)

421 | (Generating hypotheses)

422 (Exploring
opinions, Attitudes and Attributes)

423 (Testing
new product ideas)

424 (Evaluating commercials)

425 1 (Identifying and pretesting
questionnaire items)

426

43 (Components of conducting focus group)

431 «  (Personnel)

1) (Moderator) ,

2) (Notetaker)



47

3) (Assistant)
432 (Group discussion guide)
433 I'{ (Field instruments)
)
)
434 (Screening form)
435 (Rrfreshment & Snack)
436 « ' (Remuneration)
431 (Location and Time)



44

45

6-12



51

( . 2540:190)

5 (

)
Exploratory Factor Analysis Model
)
Factor Analysis Model

Validity)
53
4
531
532 (Factor extraction)

49

(Factor analysis)

2532 :5)

Confirmatory

(Construct

, 2540:334-355)

(Correlation matrix)



1) (Principal component method)
2) (Common factor) (Principal axis
factoring) (Unweighted least squares)
(Generalized least squares) (Maximum likelihood)
(Alpha) (Image) ! 1
/
|
533 (Factor rotation)
(
)

(Factor loading)

1) (Orthogonal rotation)



51

Varimax

2) (Obligue rotation)

534 (Factor scores)

54

(factor
loading) 1 0 1

30 ) 3 (Comrey, 1973
, 2532)



«

{Conceptual Framewo

k)

52
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