o v v v IJ ° o o L= e A ar 4
MITuFTBInmnisEnamilanie - Miasth3me Un 21 adun 2

ARANNMANTYAINTULIMS Aa1AN 2551 - WUIAN 2552

msSuSsouiikinnus:diamiiomnily
(DR IWAIAKHIVBIVWSUUSNISGD
ANIMWUSNMSTUdMudmiig

The Level of Translating Customer Expectation
of Primary Care Unit (PCU) Service Quality into Its Plan

AN AIAY,IAaN ATNNA"

AWAN 1 AMNMANTBIULIMS, AMMWUIMIasIniiaue, WHUMS IHUSMSzaY
gt

Keywords : customer expectation of service quality, PCU service quality, PCU’s plan

UNARED
mﬁ%’aﬁyﬁ?mnﬂ‘swaaﬁl,ﬁaﬁnuw*é’umnuaamﬂﬁmwmmwumﬂwﬁ'wiaﬂmmwu%ms
mam‘suusm‘snuLmumﬂwusmwmamuauma naumamqLﬂumumﬂﬂsxmamuamuﬂ
lugnamegaauaranassNiamianss 10 26 aanilaunisainnu 63 au 1% dae9i 2 a9
Service Quality Model (Parasuraman, Zeithaml, and Berry, 1985) Wunsauwnde wuudauay
m‘smmmmmmwaqmuusmﬁmaammwmmmmamuamm aumuﬂgummamuamua
Yadu 8§ (Mua ufdeaus waziaan ABANG, 2008) TesuSuflutaanuiiaziaumsii
anumanislugnmanaunu ulszansuarhyaInsauINe Ay 0.94

! Eeinmnmaadaniadio smsdamiszuugunm aaEimenmesgumnuazmsi amnineduindu
2 9199t AMEINENMSFUMNWUASM I AW inendayinsm



a -y o o @ W v v o ° - @
Msesthine U0 21 atui 2 - M3uFraunmhnUssnamilawndsy
Aa1Aa 2551 - AAN 2552 ABANNAMANNYBINTUUIMS

mamﬁ%’awuhL{ﬁwﬁwﬁﬂsva’wﬂmﬁamﬁ'ﬂﬁwmmmﬂw’,}’wiaﬂmmwu‘%mswmﬁ'%’uu‘%ms
auwums’lmnm‘mmamuamuﬂ'lumwsmaﬂsvmum (X 4. 281 S.D. = 0.46) uazadlusze
Gmnuw Tmmsmmmumnmnlﬂuaa’lmmu 1) mumnummmmana (X =4.39, S.D. = 0. 49)
2) mssiamusiuladausns (X =4.35,8.D. = 0.53) 3) MsluSmsssamnuanama (X=4.34,
$.D. = 0.55) 4) danadlauasiiuladagsuusms (X=4.33, S.D. =0.56) 5) S3Ns0ABUAUBA
ﬂammmaqm‘mmmumms (X=4.22, S.D. = 0.55) 6) m'nu"mLmnwwdul.l,amﬂuauwuﬁ
numﬂnsau (X =4. 16,SD=0.56)17) m‘sumwwmmmamun i]‘IJﬂ‘Sle.a”Uﬂa‘lﬂi (X=4. 03,
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Abstract

The objective of this study was to explore the level of translating customer expectation of PCU
service quality into PCU plan. The sample was sixty three PCU staff from 26 PCUs in Rasada and
Houy-Yod district, Trang province. A gap 2 of Service Quality Model (Parasuraman, Zeithaml, and
Berry, 1985) was used as a research framework. The instrument was framed based on the qualitative
study on customer expectations of PCU services (Keawrattana and Kochapakdee, 2008) by converting
customer expectation item into translating its to the plan. The alpha chronbach of the questionnaire
was 0.94.

The result showed that the translating customer expectation of PCU service quality into
PCU’s plan was at good level for the total score (X =4.28, S.D.=0.4 6) For an individual dimension
was rated at good level as well :1) staff trustworthy (X =4.39, S.D. = 0.49) 2) providing assured
service (i=4.35, S.D. = 0.53), providing equity service to customers (X=4.34, S.D. = 0.55),
understanding the customers ()_(=4.33, S.D. =0.56), staff responsiveness to customer needs
(X=4.22, S.D. = 0.55), staff ability in working with community and related agencies (§=4.16,
S.D. = 0.56), the readiness of building, environment, and PCU’s staff in providing service (X=4.03,
S.D. = 0.60), and the staff politeness and caring (X=4.03, S.D. = 0.60)
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an oA conceptual model of service quality and its implications for future research,” by Parasuraman,
Zeithaml, and Berry, 1985, Journal of Marketing, 49 p.44
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