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Abstract

The objectives of this research were 1) to study the level of service quality and
satisfaction of service users at Medical Sciences Center 11/1 Phuket 2) to study the service
quality factors that affect the satisfaction of service recipients who come to use the service
at the Medical Sciences Center 11/1 Phuket and 3) to propose a guideline for improving

service quality toward excellence at the Medical Sciences Center 11/1 Phuket. It is a

NSUTERIMAMIMINITIEAUBIRLALUINNR AT 14 1919
The 14" Hatyai National and International Conference



URDhenagmnirny
HATYAI UNIVERSITY

questionnaire-based survey research. Data were collected from respondents in a sample
group of 147 service recipients at the Medical Science Center 11/1 Phuket. Statistics used
in data analysis were frequency, percentage, mean, standard deviation and multiple
regression analysis. This study found that the level of service quality and satisfaction was
at the highest level. Service quality factors affecting service recipients' satisfaction at a
statistical significance level of 0.05 were empathy, tangibles, responsiveness and assurance.
Researchers proposed a guideline for developing service quality to excellence using five
strategies: customer relationship management, customer experience management,
technology development, service improvement and service & products innovation.

Keywords: Service Quality, Excellence, Satisfaction
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Model R R Square Adjusted R Std. Error of
Square the Estimate
1 932 .869 864 17657
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ROAIWUIANUTANIINAY .869 FamaneAILIN AMAIMNUINISG 5 AU @unsaeiulennuiienals
1 Y a a & & al < VY | a A @ a a
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Model R Sum of df Mean F Sig.
Squares Square
1 Regression 29.078 5 5.816 186.535 .000*
Residual 4.396 141 031

Total 33.474 146
* ftfudAyneadafisedu 0.05
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