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Abstract
The objective ofthis study was to explore the customer expectations of service quality provided

by primary care unit (PCU).Three hundred and fifty nine samples drawing by stratify random sampling

from the custome$ who have received service liom thc PCUS in Rasada and Houy-Yod district,

Trang province. The instrument was framed based on the qualitative study on customcr expectalions

of PCU service quality (Kaewrattana and Kochapakdee, 2008). The alpha chronbach coeffcient

of the questionnaire was 0,95.

The results showed that thc total score of customer expectations of PCU service quality was

at the high level (X=4.42). The scorc for a particular dimension was at high level as well: (1) the

readiness of building, environment, and PCU's staff in providing service 1[=n.92.1, (2) providing

equity service to customers (X=l.ZA 1, providing rssurcd service (X=4.29), staff politeness and

caring(X=4.34 ). stuff responsiveness to customer needs (X=4.18 ), jtafl lrurtworrhy tX=+.ZS;,
understanding the customers (X=a.tA ), staff ability in working with community and relatcd

agencies (X=4.18 ). This study indicates that healthc.ue stalThave to aware and improve the quality

service in responding to customer expectations,
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vrar ur alo a or o lri.:'ir rfi a uir'lrJ ir nr: inur I tioccia{o:roifiodflI:o!!a:innruartraleiqnoia':

uarril'lo'irriialsiiunr:inurrdro:nrar r.rso rulrnI:odrfl r:o{ inllrJaoorialudior
lufr6 o'nrfiu'to n u-jr {iuri nr: or ori': rr n1u rd o.r rdr v rir d flfi n nr: in u rsariaXadu 1

atjrsonoiar lioaa: sr.s;:ora.:ur 6 ordrurirfi4oorrrirh'ira (iosav 52.s) drriluhJorl
ruur6o oi'ru q runr nz or?{r:-r d rr u [ra ! o zuvdndrrir rilriti nr:d fi fi'n n"n':r ru forr l ar rrr:o1u

uinr:i uao.:biqlldrinr: rfi u rfl udrJ:vinri tJ orrirbi{lrir3nr: tfi onrrr fllo
tufr6 nrrr:raronro nrirr.iiuuinr:orovirrurn'tuGa l rdl.r rh dlil uti.rzudl (fosa!5 3.8)

:0.:arrur 6o rdrr,rrirdbiorr r allouriry'iu13 nr: adx4nou a dx tar anr o (iaaa:so.z)
ii.raoooia.r fiunr:6onrzo.ruqaar fiuu'jr{iurinr:nrouis'lurl:v16u nr:'bir-rinrrdral onrn

lriu rdurr:ru" ua:nrrbiorrldrriq'lugruvqonranfir ri.rdrda.rrrn {iutinr:art6oirurn
rdrvrirdbiuinr:d rvir rfial6'ludrlri-j'r {5r ui n-rro; riluln:tja r sia'r'tri'itrnr:5n rrfr 6 rv ialrir:

hfi6orrlrzir'louarrfiu'louujr{iuuinr:nrovi':rrn"hrda.rtdrurirdfin:rl rar'lo'ttiriiu

adr.r6 (iocav 49.9) ro.:a':r'l fiardrvrird'lrio':ruti-ro'cy6't{iut3nr: arlrda'rrrarn ru'a{iu

rinr:r6urJruido sia'rnr:'hinrdurfiuo':rrdrn'guaroiarnr:nr:quara-rhlddd 6'rrturda'trlit

rinr:6tjarud'o':orovi.r'ludsrvrirdrdl6'u d.raoooai'a.rri'unr:6nurzalinritrauaruu (2544)

dnu'jr {iurinr:o'roni.r rdarrit q runrlttinr:oirlorr r uir an unrtfi ulorrn
'tu fi 6 rrir 6'rzlruuav nrr r alnluiifi'u o.r ein rr,ruir tiil-t!i nr:oro ur-r ru r nlu tia lri'rnrird
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o':rrnrolrirz ar e.iiurinr:oi o

aranrfiourria

dr*fion::* fiuzrzu otix afr rar a lioaa;sz.o; :aia.r r6a rcrrd,riudnr:birinr:z a.r

aorfi aurfa'tli'rl:ynzun:-ruloari'rriu liaaa:a z. r )
'tufi6nr:oauauo.ro':r sia{nrrzo{r.iiurinr:nr.irqiiurinrrnrouirlrnlurdarrdryrirri

fiarrl16llolunr:'lr.i'rinr: (ioaa;sr.3) ra{a,: 16a orori.rtr,irdrvrirftra'uin-r:fl-1fi (iaaav
as.z; ntrdu''o,du.rrurlrnrflduinrrorr'tei'iudo ar:ir uoa]n5 .r{nr:,.?ryrdua;aror:rulzfirr

}irinr:luaorfiaurris rilu'ifinrrriinrr*a.'r,r:o*a*darmrUrov{ry o'.rriunr:rinr:darfiorrn
usrnsir,r'trlo-rnr6l irrfi onrrt.torouilrrnlunr:oaudlalcianrrlinr:

'tufr 6orrrur'rforzo.ran'rfi arln:ni lrauroarn5 nuirl.iiuuinr:orovi.rrrn'tuGa,:dufi
nraluaorfiaurlic ftJi{ arn-ro rirflr ld'avorn lfoua:lo.zy :a.ra.rr-r 6odudnraluaorfiaurfa
aroro (ioaa:aa.l) drrilu'lrJorrrruur6ouo.:c0l#nssuvzo.:rinr:rxdznrnza.ralioli qnq6rla
(zsat) fin;irrli'jr r.itduinr:oyrior:rurgrJo::t 6aaorudrfllra-n ru:ryoiarair.rnrrlrdorj'u
uavorrrdrorntri[riaildr3or:r{llodrs6 rdu fi orr o;elfl dyoro u::srnrd6 uasdaooda.r
rirnrr6nurzarqraoi urqlniqil ua;q:rfi iiard.j: (2b43)kiuri oror: aorud uasa.jr.:
tfia.:fl0 arnrfidrar 'toi'acorn '[riuaii'oduunl fim'ri.rroor:roatir.r lfis.:v{a firoia{firJraflrel
ono:uuvrirooeir.r l o:rrurflu: r::ruzoru3nr:raorfira-nro"nrrn''an''rqduao,r'hir#u otir.r
fronu

nr:biriarauauuvro.:n{ro-ratix fidoraradairri'ry6a agrnlffiqrJnrni to6orr'a nznlruri
ttasarfiriuat.-aIacrfirrna oialnr:rdrrrirn'rdu6"l rfial'nr: :;qr :vsirro'au9ia{nrrrdrydrd
ati :vdraorfiaurfir oio.rnr:biaorfiau-rrie rilorinr:m a ao zn drh.r oiar nrrlyidrurird
qoo-tlnr:r; tiaorfiourfs iu xlur{olorrlavaro 4firi'ori fiaruytjau finr:rjanai'u'hi oiru
n-r:rl:vrri'lr,iurioia,rn-r:}irj:ytrarri'ltilr.in"rd.r acroldrd-ryrirfi*r-rri-r.:ru'h.io:rnar oirunr:
aa nritfiinrgd'al nr:dorufi oa n rira-l nrsuavnr:tderrr li

fl:il
orn.:rui6'eoruu'ir nr.uaroyrkalriir13nr:ad'lu:yoiu-rn ii.rovrfiuloi.irloadrulnr!

fiir-r13nr:or ori.ror nor-rrdrudrdrr nfiao 1r-ron-j.rri'-ru qrJn:oi rerda.rfia; Ioa lalr-rr1u6a,r
6'oa-roi'az ar rdrrrird uao.rlrirfiu-ir fiirui n r:arour-rhirdrmrirdfio rrr riruri'u rar nrori,:1d
r,i'r y f-rfidr utiru uii:.r'la finrrsiouirrio' uururno,',nriurioorour-.r'triqi-hirinr:4ooranrnua:fi
fiSar qnrn alauku'lunrrlririn-r:or n o:rr aroyl-.r o'r n eirr fi ar orirbi{iu ui nrrl'en 6#ur.',rrrlu
vfi.rud': sir riu n r: uB nrr rid: y rirlo ua;ri-r1ri{'[dr5 nr: aar n n a-r rr}i'iinr:6 n aire crr,, futlh
uinr:tialrfr erarnnrroor.rduo,:siaolrroroyr-loi.:naitrdxoiu rziufru

r.i:-uuinr:mnoudrufio.:rrnrour-lluuinr:douraror:oykiiu IoalLsiarnuorofiorrr
orori.ruarnqir'rriu duarifru rJ:varnrroi n-r:13auf viatr.ro{rorlduaqjrirririarrarfi,:olrfu 1
o-rriu lunr:h.i'u3nr:6ror:finr:cirfi,rfi{rartrd{r4arsodri :vnoufiuvrt:113 6:i Irdru1N65irJ
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rd alil'{:nuinrrlo'iunr:uinr:dn:rorr:orrroroyi.r oriiadudrflur-ruiiad6nnrranr:n{l
:vzrn:rvirriu rirL{n:r16':nrrruoroli.:ra rcnairt rvrrn:uqiarorirhiidrorrr nrouirza.r

rl:vmn:'loi 6.rarrlr:orjr'tr.l uri'lz rJiurJl.rluvrjra.rrllei'

fio6n::ilil:snro
nr:i6'sdrfludruyd{za{nr:6nurrrainnr:iieturvuuaznrvr ri{aauloirjrrtuly"fiRofi

:varnrrnioi.r di6'azazorn:snru a.o:. iaanr ozrind r.iaou:ruirrd ua;rirurirqoln:.rnr:
iia fiLi}iefr uu vrir 116nurrruio-a zauorunorrui{a oflyiflsrnt:dznrlruaynr:idr
l ri ala-gfr'n8o dlsildnr:arirallluoiru.rurj:crrrudryiunr:dnurlun{rd uonl-.'ndzarar
oruairfinluaror:ruqzai moriraaoo uaviunr oraaoolrdryrirfiua.saoriorrrTa!!ac :czrzr,t
&t .,

Lr4?Ja tJ a tu fl 'l:11 tl1 g

tand'l:dr{a.,r
nruor ud'risruc ua;iaanr osrin6 .(zsst). fi6za,rqrunrntinr:zaranrfiourria orrtnr:

iuiu ar r.iiuuinrt:nrti6nurturzor drrnair*gr uavdr rnoriragao {rniooir. :rs,rru
i6's drzrnr:ionr:trulldzfl-ir,{ oruvir'rsrnt:dunruuacnr:6dr yrivrsr#s?t-n€fu.

, v41-lnaflr.ilaia6. ( 2 5 4 4 ). o r 1& al our-rz o I d:vdrzud a q eunrrrt nr: uJiu n rit r uua n

T:':usrrraorrdon:cilurndr nruuumtlmur:rta.ruui, u".linu.'d'uurn.' "

r.iruzrl oidyoro.(2saa;.nr:5,i'urfi o,roiu.fl i{nly{rJ}nuoi : qiitn areiu.

:vfr or.:ol rrayiaanr ezrinG. lzsso). orunruuinr: uayfloo-ufifi a0ianrunrnuinr:
zaraorfiaurria nrrunr:irlizo,:siivv?nr: : n:fidnnrlurzoairrna:-u4-r uaya'rma
rirssao o-.1ui'o si,r. (:ral-ruia-arlirytyriru-roraoriturrirufror ) nroir-rifls-l6rdsri
aznrwuavnt:fir,i-r drrrnr:ionr:::r.tr.lqtnrn. fima,: :r.rr4riyrar6'etin€6!.

ri'gi fla{ur,i. (2b40).6 nrnuinr:orwnr:iufuorairJrsluTr.rr,rflrurau uurzo re

(ir arfin udvrorrr a or aoirrr frufr o ). arzrizr nr:t.lir,tr r vrarlra. rirufi qrimflr da.
flt.rnlvtulnuot: or,ir ai n: nfi vra r d'a.

tdu fr'v'ttfiz, qialvlt:ru 6:yioturi'nd, i:rryrii o.? u (2546). oxr alonr-lzat tvmzusia
nrunruuinr:'luTo:{nr:fii;nd:criuoznrurYrurrir o-.ruiofrim:.rr:arrizrnr:dror:ruaz.

inri larfr u rayn r.(2544).6runrruinr:or*naruorofii'.ruacnrrirf,zo.r{irrinr:fi auti
dzt nrlrrru ulurzodrrnarfiar o-rnr-odruroroity.lr:dr:izrnr:aror:ruqz.lv-riraraa
ora:rrorfi.

qlri iiolrio:.12 s 4 6 ). nrriuio6unrNuinr:za.r riirrinr:eutiaznrflzrufu oiruasvn-,r
drrnarfia.t o-lri'ofiinr l6nnrduoirurr6d:yr,taturaordoiruyrtrlrufrsr arzruiyr:

nr :warrra ).rirufi eri sr 6'a, rfi a{1y ei : tlfl riTur a-u rds.rlvrl .
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o't11lo'rolt1{z a{ ru:uu':n1:0 a

q fir?{!:n1:za{d01!a'u'lntl

rir fn {r u rJ:c fiu az n r nlrrll.rd'ro'r:fl.lfl.(254s).:'lu'r1uarnnr:oirrfiwruairlra-n:;n-u
aznrnuiirJ:sgrgu'lurirluruurflerurta:ug6ouavalorurirtr6 oriufi d nauyrnll4tllol:
qrzuarn:oinr:rnun:u?i{ r;rnRlng.

-&aqioni 4nq6qa.12sll; r"unaunr:rirfirn::rr{erurorunrn : grJuuudrr:-uuinr:aznrr.
uunui : aorrili'i'a:uu u al'16'r:$tat?r.

d':nr: dru: uaviaanr nurin6.(25s0).iho-t fifiaa0iaorrreroui.rza'riiuuinr:doatuRrlt
vinrrzor aorfiaurria : n:ridnurl [r,niitlnaiuAltlav;irrRarirasao c-,rniooi,:.
(:ra'rrui,i'udiryqrirraroraoi rrri fio; nroimimerordoiq?,r'lr{uarnl:firdr arzr

nr:ionr::vrudrnu. rinq.: : luri tndafi'n8fl.

quaoi urryroiqfio.(z543). a n'l uinr:orrnr:iuiralsirjri,I:i srurnrit .:rJrrih

Orarilyrdnarurasraoilyrrirufiat).arot:mnrluill't: fl'tura,fsufisrinardfl,ria.:'[uil :

lfi-riyrtndu!irr{'l .
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