11
12
13

21
2.2
2.3

31
3.2

. 2539)



11

(Quality)

Canadian Council on Health Facilities Accreditation (CCHFA, 1991)

Juran (1992)
(fitness for use)

Gillies (1994) TG |\
Judith (199)

Kotler (2000)

(2542)

(2542)
(Need)

13



(2543)

Kotler (1997: 467)

;. 2530: 577

(2539)

= Smiling and Sympathy

E = Early Response

R = Respectful
Vv = Voluntaryness manner

(Service)

| 2538: 59)

14



15

= Image enhancing

¢ = Courtesy
E = Enthusiasm

Parasuraman et al. (1985: 42) (Service quality)

(2537 171

(Conformance to requirement)

(2538; 234)
()
(2530; 14)
(2540: 159)
3
1
2



(2542)

and Taylor, 1992 Parasuraman, Zeithaml and Berry, 1985 ; Gronroos, 1982
1999)

Blumental and David (1996)

16

(Cronin
Neidz,



1 Knowledge
2. Experience
3. Feeling

21

2.2

(2537)

(2537: 171-178)

(Core services) ,

(Peripheral services)

(Expected services)

(Augmented services)

17



(Schroeder, 1994)
3

3.
(Dienemann and Nyberg, 1998)

(Zeithaml and Bitner, 2000: 75)

(Nursing Care)

Nightingale (1859 , 2539 1)

Handerson (1959 , 2539: 1)

18



(2521

(2540: 87)

2(2539)

. 252)

19



11

11

12

13

14

21

Messner (1993)

(2536)

20



« nu traimnnauinn 1

1 Im «a
2
1.2
4
(Kotler,
2000; , 2537 , 2541)
121 (Intangibility)
(Performance) (Product)
L (Place)
2. (People)
3. (Equipment)
4, (Communication material)
5. (Symbols)

6. (Price)



13

122

123

124

23

(Variability or Heterogeneity)

(Consistency)
(Perception)

(Inseparability)

(Perishability)

2
(Bopp, 1990: 6 ; Omachonu, 1990: 3)



24

131 (Technical  or  Professional
Standard standard in Fact Quality in Fact)
3 (Donabedian, 1996 , 2537)
1311 (Structure standard)
13.1.2 (Process standard)
1.3.1.3 (Outcomes standard)

132
Quality in Perception)

2.1

(Interactive standard

(Perception)

( 1 254)



"Percipere”  Per
Cipere (To take) (Blunting, 1988: 168)
Garrison (1972: 607)

(1975: 1100)

Kotler (1997: 185)

Zeithaml and Bitner (2000; 74)

1]

(2542)

(2539; 129)

25

(Through)

(Sensation)



Stimulus

()

(2529: 77)

1 2529)

Perception

)

(2539: 6-7)

Response

(

26



Kotler (1997: 185-186)

3
1 (Selective attention)
11
1.2
1.3
2. (Selective distortion)

3. (Selective retention)

27



(2539: 132)

(2521: 21-26)

221

2.2.2

2.2.3

(2539: 6-7)

28



, 2536

(Dimension)

Brudney and England (1985

(Subjective) (Objective)
L
: 2
2.1 2.1
(Responsiveness) (Efficiency)
(Productivity)
2.2 2.2
(Equity) (Effectiveness)

29



2.2

21
2.2
2.3

(Perception of emotion)

(Perception of personality)

(Perception of message)

30

Omachonu



31

(1990: 3) 2 (Quality
practice)
(Quality in perception)
(Interpersonal Functional quality) (Palmer et al., 1991
, 2543)

(Loyalty)

Parasuraman, Zeithaml and Berry (1985)
(Service quality model) (Kotler, 2000: 439)
5 1988 Zeithaml, Berry and Parasuraman
(Zeithaml, Berry and Parasuraman, 1990)
(Conceptual model of service quality) 1
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1

. Valarie A. Zeithaml, Leonard L. Berry and A. Parasuraman. Communication and
control processes in the delivery of service quality. Journal of Marketing 52

(April, 1988): 36.
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2.3

( ) Cronin and Taylor (1992) SERVPERF (Service
Performance) SERVUUAL (Service Quality) Parasuraman*



34

Zeithaml and Berry (1988)  Parasuraman, Zeithaml and Berry (1983)

Berry, 1990)

Quality)

[
o

10
(Tangibles)

(Reliability)

(Responsiveness)
(Competence)
(Courtesy)
(Credibility)
(Security)
(Access)
(Communication)

(Understanding the customer)

. 1988 Parasuraman, Zeithaml, and Berry (Parasuraman, Zeithaml and

4-10 2 5
5
“SERVQUAL" (Service
“RATER" (Zeitham| et al., 1988: 35-48)
(Reliability)

(Assurance)



Zeitham| et ai. (1988)
0.92
3 1
22

(Rating Scale) 7

(Tangibles)

(Empathy)
(Responsiveness)
3
1
()
2
1
100
2

laeaqwx

SERVQUAL

35



36

3
L
2.
3.
Babakus and Mangold (1991)
SERVQUAL Parasuraman (1985)
10 97 Babakus and Mangold (1992) SERVQUAL
Parasurman (1988) 5 22
443
(Factor analysis) 2 (
) ()
22 15
96
SERVQUAL ! 92
Cronin and Taylor (1992) SERVQUAL 22
SERVQUAL
(purchase intension) 4 (Pest
control) (Fast food) ( )

SERVPERF (Service performance)



37

3

SERVQUAL LISREL vn OBLIMIN
factor analysis ~ SPSS-X Parasuraman,

Zeitham| and Berry (1988)
SERVQUAL SERVPERF

SERVPERF SERVQUAL
(Unidimensional construct) 3
(purchase intension)

Parasuraman, Zeithaml and Berry (1985,1988)
Parasuraman, Zeithaml and Berry (1985,1988)

(Measures of disconfirmation)
(Disconfirmation format)
(Cronin and Taylor, 1992,1994; Oliver, 1993;
Westhrook and Oliver, 1991)
Babakus and Boiler (1992) SERVQUAL
(Unidimensional)
(Multidimensional) Cronin and Taylor (1992)
(Unidimensional  construct)

Brown, Churchill, and Peter (1993) SERVQUAL
(Unidimensional)



(Multidimensional)

(Service-firm performance)
Cronin and Taylor (1994)

38

(Service performance SERVPERF)

(perception)

SERVPERF
Alexander et al. (1994)
SERVPERF SERVQUAL

SERVPERF
Angur et al. (1999)
SERVPERF
Discriminant validity SERVQUAL
Liusar and Zornoza (2000)

SERVPERF EP (Evaluation
SERVPERF
Cronin and Taylor (1992) SERVPERF

Cronin and Taylor (1992)

SERVQUAL

ERVQUAL
SERVPERF

Performance)



39

Millet (L954; 397-400)

L. (Equatable service)

Adams
(1965 cited in Gibson étal., 2000: 164-165)
(Input-outcomes ratio)
(Andreassen,
2000;Zeithaml and Bitner, 2000 )
2. (Timely service)
3 (Ample service)

(The right quantity at the
right geographical location)
Millet (1954)



40

4, (Continuous  service)
5. (Progressive service)
(Designing
services  Product/ Service Design)
(Designing  services) (2541: 107)

Kotler (2000: 436-444)

1 (Managing differentiation) !

11 (Offer)
(Primary service package)

(Secondary service features)



12

3
environment)
13

service)

3

(Delivery)

(People)
(Process) (3P )
(Image)

(Managing service quality)

(Percieved service)

(Managing productivity)
(Kotler, 2000: 444)

41

(Physical

(Expected



42

(Shostack,1984)

Abdellah Levion (1957)

(Facilities) (Effectiveness of
organizational structure) (Professional
qualifications) (Competency in provision of Care)

Hulka et al. (1969)
Aday and Anderson (1971, 1975) Hulka et al. (1969)
6
L (Convenience)
11 (Office waiting time)
12 (Availability or care when
need)
13 (Base of getting to care)
2. (Coordination)
2.1
(Getting all need at one place)
2.2
(Concern of doctor for overall health)
2.3 (Follow-up care)
3 (Courtesy)
4, (Medical information)
4.1 (Information about what was
wrong)

4.2 ! (Information about treatment)



43

b. (Quality of care)
6. (Out of pocket cost)

Oberst (1985) Erickson (1987)

Ware, Davis-Avery and Steward (1970)

8
1 (Art of care)
2. (Technical quality of care)
3. (Accessibility)
(Convenience)
4, (Finances)
5. (Physical environment)
6. (Availability)
T (Continuity of care)
8. (Efficacy/Outcomes of care)
Risser(1975)
1
(Technical professional factor)
2.

(The educational relationship)



44

Lynch and Schuler (1990) 3

(Factor analysis) (Waiting areas)
(Patient rooms) (Food)

(Convenient location) (Staff attitude)
(Attributed in this

category therefore should focus specifically)

Donabedian (1966 cited in O* Conner & Bowers, 1990)

3
L (Structure)
2, (Process)
3. (Outcome)

0" Connor and Bowers (1990) Stiles and Mick (1994)
Donabedian (1966)



1 (Technical)

2. (Interpersonal)
(Functional quality)

3 (Amenities)

Gronroos (1988 O’ Connor and Bowers, 1990)

3
1 (Technical)
2. (Functional)
3. (Image)

(Deliverables)
(Interaction)

(Face to face Contact)

Tenner and Detoro (1992 66)
3 2

45



31

(Faster)

(Better)

(Cheaper)

46



47

(Seamlessness)

(Schneider and
Bowen, 1995: 8)  Katz and Kahn (1978 403-404)

..1930
. .1960

(Lewin, Lippitt, and White's, 1939)

(Flieshman, 1953) (Argyris, 1958)
(Halpin and Croft, 1963) ’

(formal definition)

Litwin ~ Stringer (1966) “ n

u " (Gibson & others, 1973: 313-314)



" Organization climate

Tagiuri and Litwin (1968: 27)

Pritchard and Karasick (1973 cited in Schneider, 1990 11)

Steer (1977: 101)  Davis (1981 104)

Shafritz and others (1988 332)

48



1995:239

Cherrington (1994: 469-470)

Schneider and Bowen (1995: 238)

(

49

" (personality)

Schneider & Bowen,



FwraNnsaluniingas

CHuLALONGKORN UNIVERSITY
2
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50



Schneider and Bown (1995: 240)

32

et al, 1973 314)

B= f(E
B = Behavior
f = function

(p = Personality)
Comell (1955; 222)

Kurt Lewin, 1930 (

(E = Environment)

ol

Gibson



52

Argyris (1958) ‘ "

Stern and Steinhoff (1963 cited in Owen, 1991 189-190)

Lewin "
" (Need-Press Theory) Organizational Climate Index (OCI)
2
Activities Index (A) , 2
College Characteristics Index (CCl) .. 1965
New York
Halpin and Croft (1963 cited in Hoy and Miskel, 1991;
222) Organizational
Climate Description Questioniare ( OCDQ ) 8 (Subtests)

8 (Silver,
1983: 181-186)



(Practices)

(Values)

Schneider (1986)
(Policies)
(Rewards)

Schneider (1985)

Schneider (1980)

Schneider (1986)

(1986)

Kelly (1987)

Gronroos (1990)

Gronroos

53

(Procedures)
(Supports)

(Norms)

Schneider



41

Schneider, Gumarson, and Niles - Jolly (1994)

(Schneider, Gunnarson, and Niles-Jolly, 1994: 23)

( 12533)

5%

54



1

(Theory of distribution of losses and elimination of risks)
(Law of average)
(Enforce)

(compulsory  system)

(voluntary system)

| 2528)

55



42

.. 249
.. 2497 9 2497
.. 2507 2510 2515 .. 2015
20
2517
106 16 2515
.. 2530
.. 2532
il 2533
1 2533
2 2533
180
1 2533

1 2534

56



57

4.3 .. 2533 .. 2531

20
2536 10 .. 2531
1 2545 1

.. 2534

10

11.



5 5
3.
3
1.5%
1,650 , 15,000 4.5%
2.45%
1 (Sickness insurance)

(Cash compensation for wages)
(Medical Care Services)

2. (Materity insurance)

2.05%

58



59

3 (Employment injury insurance)
4, (Invalidity insurance)
2 3
5. (Old-age insurance)
60 65
6. (Death insurance) (Funeral
grant)
1. (Unemployment insurance)
3-6 (Skill labour)
8. (Family allowance insurance)
4

() 6 (.. 2540)



60

44

(Main contractor)

(Sub-contractor)
(Primary medical care)
(Subcontractor for tertiary
medial care) ( , 2534; . 2-3)
(Main contractor)
L 100

10,000

31
3.2
3.3
34
35
3.6
3.7
3.8
39
3.10
311
3.12



 2539)

11

, 2534:

24

61



12

13

21

2.2

2.3

30

12

62



30

31

Oxygen supply

(Nurse station)
3.2
1

1:30
3.3

1:8

35

24

(Treatment room)

63



64

Parasuraman et al.(1985)
Schneider (1986)

(Personal needs)

French (1974
12535: 23)

(2541)

Jitmus (1983 | 2539: 42)



65

2 (Status)

(Hulka, etal., 1971: 671; Ware, étal., 1978: 10-11)
3. ' (Past experience)

(Parasuraman étal., 1985)

2538 12536) (2540)

4, (Word-of-mouth communication and external
communication)

(Parasuraman ,1990)



(Kelly, 1987)

(Neidz, 1998)

Schneider (1986)

(Fitzsimmons, 1994)

66

(Organizational climate for service)

(Schneider & Bowen, 1985)

Kelly (1987)

H (Policies)

(Schneider, 1986; Kunkie, 1990)
(Procedures)

(Arikian, 1991)

(Gronroos, 1990)



Kunkle  (1990)

(Schneider, 1990)

67

(Schneider, 1986)

(Practices)
(Donaldson and Crowley, 197s; Schiotfeldt, 1988; Melis, 1991)

(Deci, 1975)

(2539)

2538

(2539)

(2539)



(2540)

(2540)

(2541)

(2542)

(2549)

1,600

390

68



69

51.16

( 82.38)
(8
( 76.25)
( 61.14)
( 15.76) ( 11.39)
( 51.73) ( 23.88)
( 8.60)
Schneider et al. (1980)
23 263 1,657
1 routines (Schneider & Rentsch, 198s)
(Rewards)
67
Oberst (1984)
Schneider and Bowen (1985)
142 968 28

(Schneider, Parkington, and Buxton, 1980)



70

Eriksen R.L. (1987)

Kelly (1987)
73
385 24
9
7 Likert scale
(- 52, p< 01)
( =.66, p<.01)

.. 1996 Kaiser Family Foundation, the Agency for Health Care Policy
and Research (AHCPR) Princeton Survey Research Association (PSRA) (2001

, 2543)
2,006 Health plan
42 18
17 Health plan 59
57
69
58 !
Health plan  Health
plan ( 90) ( 89)
( 87)
Health plan

Health plan



1

Neidz (1998)
102
The Organizational Climate for Service Semantic Differential (OCSSD)
15 2 (bipolar adjective)

.. 1998 The Rhode Island Department of Health
Island 454
Rhode Island
38 3l
21 23
22
46 38 7

.. 2000 Kaiser Family Foundation, the Agency for Health Care
Policy and Research (AHCPR) Princeton .Survey Research Association (PSRA)

(2001 , 2543)
Health plan
1l 10

19%
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