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Sirinton Nueangjamnong2013: Service and Value Quality Affecting to Foreign
Customers’ Behavioraland Intentionsin the Thai Healthcare Industry. Master of
Business Administration (Industrial Administration and Development), Major Field:
Industrial Administration and Development, Faculty of Management Sciences.

Thesis Advisor: Mr. JumpothBoriraj, D.B.A.149 pages.

The purpose of this research is to study the quality of service and value that affect the
customers’ satisfaction in the medical service, as well as to study the relationship between
customer satisfaction and the behavioral intentions of foreign customers in order for strategic
planning and providing medical services to meet the customers’ satisfaction in the future. This is
also to prepare services for foreign customers, who are expected to rise later leading the
ASEAN Economic Community by the year 2015.The instruments used in this study were
questionnaires in the survey of 405 foreign customers who came to Bangkok Pattaya

Hospitalduring August to September 2011.

The research indicates that the most respondents are retired males, aged 51-60 years,
who are largely in local residential areas. The most satisfactionof the quality of the service is
tangible service, and of the perceived value of the service is to facilitate the effort.The analysis
concludes that service quality is positively related to satisfaction was significant at 0.01 level;
The most satisfaction factor was the assurance factor and the reliability, and the perceived value
of the services has a positive relationship in statistically significant at 0.01 level ; The most
satisfaction factor was facilities and on the analysis of satisfaction with the service is positively
related to behavioral intention in statistically significant at 0.01 level; The most satisfaction

factor was the factor in repeat purchase.
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Questionnaire

Please answer the following questions by placing v in the box that is closest to your opinion.

Part I Please provide the following information on yourself.

Gender [ Male [] Female
. A o
3. Monthly household [] Less than US$3,000 US$3,000 — US$4,999 US$5,000 — US$9,999
income [] US$10,000 — US$29,999 US$30,000 and above
4. Occupation ] Business owner H Company employee [] Freelance
Housewife [] Government/State enterprise official
[] Retired 0 Unemployed
L] Other (please SPecify.........c.veevveeriueeeeeneeens. )
5. Residence 0 Japan [] usa Thailand
[] South Asia (please specify................... )
[] UK (please specify......... [] Southeast Asia (please specify...
Middle East (please specify Other (please specify......cccceevnenn...
6. Number of persons who come to BPH with you (excluding yourself)
1 person 02 persons U3 persons
[l More than 3 persons (please Specify........................ )
7. What is main purpose of your visit to Thailand? (please check only one box)
Medical ] Business 0 Study/Training
Tourist 0 Expatriate
(] Other (please SPecify...........ocwvvreueeeeeeeeeenne. )
8. Which channel did you initially use to contact for having medical service/treatment in BPH?
Through medical tourism agent located outside Thailand ] Through medical tourism agent located in Thailand
Through health insurance company [] Contact hospital directly via email/hospital website
Contact hospital directly via telephone [] Contact directly at the hospital (walk-in)
Other (PLease SPECILY .. ... uueieit ittt ettt )
9. How did you pay for the medical service/treatment cost? (can choose one or multiple answers)
Government health insurance [] Private health insurance Self-pay
L] Other (PIease SPECITY........cveeveeeeeeeeee e )
Part IT

10. Please rate your overall satisfaction towards medical travel at BPH in order to improve our service quality
for the following aspects.

(Please rate every statement and only one 4 per line)

Very Somewhat Neither Somewhat Very
Di i i i isfied nor isfied isfied
dissatisfied
(O] 2) 3) @ ®)

Overall satisfaction towards this hospital’s services Quality

® Good medical infrastructure i.e. medical equipment, operating room, inpatient room, and others.

* High Modern medical equipment .

= Areas of service i.e. cleanliness, suitable environment, temperature, infection control.

= Patient’s meals i,e cleanliness , nutrition, temperature, delivery time

= Visually attractive and comfortable physical facility in room if and enquiries.

= Reputation of being a world-class quality medical hub .

= Receive recommendation of medication from Pharmacist upon request.

= Careful diagnosis of the patient’s problem .

= Keeping patients informed of progress .

* Physical reputation.

= Speed and ease of admission in emergency case only.

OooopoppoppQ™
OOoooOoofgopood
OooopooppHoERQ™
OoopooodgdooQog
OOoOoOo0ogoOoood
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= Time to receive service for having medical service/treatment .

1

* Providing the services at the time promised.

[l
[

[

[
[

= (Please rate every statement and only one v per line)

Very Somewhat Neither Somewhat
i isfied nor isfied
dissatisfied
) ) A3) )

= Staff willingness to help patients .

= Responsiveness of the physician to your needs.

= Amount of time physician spent with you .

* Continuously of physician visit .

= Readiness to respond to the patient’s question and worries.

= Good hospitality/service .

= Hospital facilities can be additional supporting for all foreign customer, e.g.
Ward, Parking area, Special transportation, Magazine, Prayer room and others.

= Punctuality of service i.e. (Medical treatment , Operation appointment and other commitments.

= Hospital representative give you patient’s right policy when you have a problem.

= Pricing accuracy .

= Ability of nurse and support staff to inspire trust and confidence in patient.

* Thoroughness of explanation of medical condition and treatment.

= Overall satisfaction towards this hospital’s Value

= Fee paid for medical treatment satisfaction.

= Fee paid satisfaction in comparison to value quality of service received.

= Price depend on nationality affect to the decision making in receiving medical treatment.

= The spending time for receiving medical service and treatment is worthy.

= Other benefits while waiting to see the doctor.

= Receiving information from the hospital staff regularly regarding your waiting status or your
treatment plan.

= Access services of the hospital easily without any barriers.

= Access information of Bangkok Hospital Pattaya is easily.

= Hospital staff process to take care in every step of the service depend on nationality.

= Hospital’s service quality and hospital’s value match with your overall satisfaction.

= Please rate overall hospital services, it makes you satisfied in level.

100000 OdoopofgoofdoppoQg oopopg

100000 Odoopoogobooooo0 oogooog

100000 O0oopooofgoppg oopopp

Part 111

11. Please rate your overall behavioral intention towards medical travel at BPH for the following aspects.

100000 Ooboooooogopbodg gogooQg

#DDD}]D ODDO00O0poOo00D ooooodls (23 po

= (Please rate every statement and only one v per line)

Very
Dissatisfied

Somewhat

dissatisfied

2)

Neither
satisfied nor
dissatisfied

3)

Somewhat

satisfied

@)

Very
Satisfied

[©]

= To use this facility's services again i.e. Banking, Restaurant, Shopping Arcade.

= To by other medical services from this hospital again.

* Recommend this facility's services to a friend.

= Recommend this hospital to people who seek my advice.

= Continue patronizing the medical service from this hospital even though the costs are increased
somewhat.

* Choose the same quality hospital in case of over again.

oo oppg

o0 opQog

OO Oopgdg

OO oogod

o0 opQod

Thank you very much for your cooperation.




52 YamMsfany HazmMsnau

Fo-uuana UNATUST 1Hod s
o oA Al A a v A A )
U Y e JUN 20 IADUTUAY W.A.2512
d‘ =) [ - =
aounNna TIavals
A a L4
sz amsan a1, (Aaddenans)
PYHIINGIAYTIAN
sziamsmau 15NN FUANFAT T 19

Tsanenunang nass1mn

T5ane1nang anniing,



