
lJ90f[t rT{u5fl ltua{ d0]u aul1la01lJ'1'l:d15 1Euto fltr 21 ofud 2

era'lnrJ zsbl - filrol 25sz e uel!M utua1el0lua1]l rJ

lid uou$unruuSnrsuoudnrilour iiuI
,LGrj_o-

orunrssusuou torfi urnils: if rdm[ouriiu
Dimensions of Primary Care Unit (pCU)

Service Quality as Perceived by Its Staff

a ilr:ind il a:t?{ Fi'.?-d dn't oflrYn 6"

eiriirdtg : fi6zolorunrnuinr:, orunrutinr:, nrriri
Keywords : dimcnsions ol'service quality, pCU service quality, statTperceprion

uyro-oda
nr:i{'arfiiqzunrno:'ldfilorjorrrardo6nurfr6zorqrunrxuBnr:zo{aflrfiaurfisortu

n-r:irizasrdrvrirfirJ:votrao-rfiourriflIqsfinurlurzoiir moiunr uaveirrnar.iruao o-.lr{iooi.r

{'lrizio'arflur,ilrurirfirJ:vdraorfiaurxist,rzo dr rnaiunr uava'rmar,iraao o'{fir-ogri{ lhu.ru
z ou rfitr,::r:rrrTarualosnr:Junruoirrrvin irn:rs#rialalotrrirriorari'tri'lriro:rcli r8.r
irn:rvrirdan-rloafiiarfianr :s16uvfinuu"rrrooruor-,uo'noia,rzo,rnr:iro:rclflosr.ij.uir-a
5n : viru

riaglir't6ldoirrr')liruin drzrnttlionr:r;waurrv ou:irarnt:azl-rtrrn:nr:6'{r lrtir'ta'ar-ninr
" oror:d n w:ilan n r:qtnr I u,a:nt:fir,n ry.til at atr-niru



fi fr orunryrrinr:z araarfi ourriaqrrl.l

nr: iu itr orr,i'-r u rirfirJ:v dr a orfi o!r rie

d,J - J'11:crllu rtzlgl ull 21 ouuYt 2

crarn! 2551 - fiurnri 2552

anr:iiafiuiri6zarqrunrnnr:rinr:ta{dorfiaur!-u orr nr:Yriz o,: ri'rurirdanrfi
aurrid fi o fi6 6a r ) oruriulo 2) nttooudua{o?ueialnr:za,rry'ir.:uinrr a) o:rrri-rrdo6o
a) orrr rzirlaualrfu'h s1 nr:rdr6.rqlsuuavnrrrflin-udri'ualdn:du o; ol.u,duao.'o don',,

o fifidrflu o'lu e fi6d{iuu3nr:oroyillrnoranr:finurzar nruor uririsruy aacr-aaRr nrrin6
(2s5 r ) r{anl:iisS.rrilurl:ylazd€i{eianr:aonuuruBnr:dfi orunryt

Abstract
The objective of this qualitative study was to explore the dimensions of pCU service quality

as perceived by PCU staff. Sample was 7 PCU staff who has been working in Rasada and Houy-yod
district, Trang province. ln-depth interview was perlbrmed for data collection. content analysis was

completed by researchers and validated by 3 reviewers. The results revealed 6 dimensions of pCU

service qualiry as perceived by PCU staff: ( 1) providing assured service, (2) the staff responsiveness

to customer needs (3) the staff trustworthy, (4) understanding the customers, (5) staff ability in

working with conmunity and related agencies, and (6) providing equity service to customers. These

six dimensions are similar to those six of the eight dimensions of pcU service quality as perceived

by the customers (Kaewrattana, Kochapakdee, 2oo8). The result will be benefit for pcu to design a

quality service.
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&Ja
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&,::uurioqnzar :;urruor-ruaiurnrfiolunr;n-{rdgiist i?rJ6':n1:J:yd1u.r'rutiuyr.jrarinr:6u
dfi&utn'ar?io{rfi'obilinr:dqiarda.r :aroiru arfrrriu dnlur{s1ur6[o1,r1veiruoi-x 1 r.nirolu
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ruazalnr:inurr.riorinr:u'urir'tdrdrdol:ao uiorfirqrunrlriiorza'r{tho 4) Appropriateness
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(Securiry) lrjfia':rurfla r fi nrrrrzhdr (eccess) nt:tint:ol:lciraqianr:6o0ia (Communication)

nr:rinr:or:avdrnr:olri'daryarfiaqnri'-roiolnr:uiaaaroru nrrrrzirlo'tudranri'r (undersranding
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&:- a,

nrrdnu'r [uo5{fr i.rri]unr:dnu-rfr6za{q nrv{uinl:?Ja.:dorfiaurn-sortnr:irfzas{[ri
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(Appropriateness), ortutfiallto (Sufficiency), o?tunioUoatJ (Comprehensiveness ), otl
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2. n1::ru51r.ruaufl't:irn:ryriiala:ru::lrToryaToanr:i'urunirlrvfin (n -aepth Interview)

loafirirnrlydnlr:nrriis 6o "fr6ro.rorttnrnrinr:zalaoriar:rriafisrrlnr:iriza.:riruriJr.r
: a" J - J , - &3

aBl.l L: 
- uana ]fluay o r0'lll0r'llr (Probing question) U':tnozuoaa ln iyrounro'l afl n{ irt1]

nr:drmnoirorv6n or:rio4afi nrrrdroir

a e,
fl1T? [O:'lufi?| AilA

. iro:rrririararir}Juiar 1 rirnr::ru:uriarn loari-rrioXafiloil-riro:r:# rErirorr;f
tfi'aur (Content enatysis) Ioaliid'a ririoyrrjrr16uvan (Themes) un;or:lodounrruqnoialzo,r
nr:iro:rvlfloufi {tr6n s ri-ru

rudN]TFIflU'I
&i,

ruRflr:nnut run:.:uu:ynorlgirfldnufuyza.rrilririala ua; :sr6lydn (Themes) zalriala
& lie
ll.tl.t oll toalfl nttfl nu't

r. dns6u;za{rilf?iola 6o rdrnrirdrj:y,iraorfiau-r -rJ firiru?rt z nu rfl [?{6mu 4 nu udi
rr{fi d{ B ou cirunrjl'lr:urird rdryrirriuitrr.rruaro r:rudz 2 ou u-nizrnr:aror: qz 1 ou

rdrnrinlruaro-r:ruqrqltu 3 ou uayr{u'lurairniu I ou ;hlhqjfiarqllriN gs-sotl :valnr:ni
nrrvrhlua tj'luzir.r r z fl ri! 6 a fl r aurr1nr :;o"unr:6nnrrJiryryrori 6 nr :ynr ofi iJu-o:

arorrruqznraori r nu

or:rrfi t doruadruvnnazarndsoiratirl l"ruru ? :rfl
!ugr'r:'l.lYr I z a{dcl'tulnndza{nd o':afl}t n1u1u 7:]u

frnururtr}l a1!'tu :0ad!

n'l[[ lNl.tu1l] tn"l1't1.l11lUl14'l:':11ld]d1: qZ

un'tdt n"t:d']6'l: ql
tal tl u fr.:111d'r 5'l; fu dz8:Jxu

r'rururaizrfir'{

5?u

2

I

3

l

7

2 8.58

14.24

42.86

7 4.2a

100.00

:;cirnr:dnnr olurfufu')o:

ursl, rlller:

:1

3

4

7

42.82

57.74

100.00

:vaunr:oinr:rirnu 1- 10 1t

11-20 tl

21-30 il
:?lJ

I
4

2

7

14.2a

57.74

28.5 8

100.00
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n.,riuioo,dryrird'Jr".i..,aorfiauru-u

z. :;rdlz alrior ad'toil-rn nr:6nur rJ::n auoi'rI r:16uy6'n 6 a

fi62arqrunruuinr:zardorfiaurrianrlnrriufz a,r rir u rir d rJ:;iir a or i a ur n-alo aoyz a

nril6.r'turi::r6uydn orraanrrdnurri'.rd

fi6fi r nllriulo rilunr:1r,iuinr:dfiorurtuhlln-rtuinr:{i.rfi s orri :vnor 6a
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