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KANYARAT KETSORN 4637531 SHPE/M
M.A. (POPULATION EDUCATION)

THESIS ADVISORS: SUPAVAN PHLAINOI, Ed.D., UTHAITIP
RAKCHANYABAN, Ph.D.

ABSTRACT

The purposes of this research were to: 1) study levels of quality o
promotion service; 2) study best practices of service quality manageme
3) suggest improvements to quality of the health promotion service. The sty
made using questionnaires given to 320 users of the health promotion
in Nakhon Pathom Province, Thailand. The quantitative data was analy]
frequency, percentage, mean and standard deviation. The case study used
interviews with 2 expert practitioners of health promotion. Data was an
by content analysis.

Overall, the quality of the health promotion service and all sectior
response to users’ needs, easy access and early response, safety and effect
confidence in service and reasonable prices, was at a high level. System man
analysis suggests the following are important: health service standards, f
users, information for planning development and regular checks on quality of
promotion area. Suggestions for service quality development are that thg
promotion businesses should follow a standard, the entrepreneur should hav
vision and more knowledge, and be conscious of service, as well as being
responsible and having a regular plan for development.

Recommendations are that a health promotion site should concen
service quality standards and train employees to have knowledge. The Publig
Office and related organizations should have intensive quality evaluation. Moj
there should be promotion of more knowledge for higher quality.

KEY WORDS: SERVICE QUALITY / HEALTH PROMOTION SERVICE
131 pp.
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QUALITY OF HEALTH PROMOTION SERVICE IN NAKHON PATHOM
PROVINCE, THAILAND

KANYARAT KETSORN 4637531 SHPE/M

M.A. (POPULATION EDUCATION)

THESIS ADVISORY COMMITTEE: SUPAVAN PHLAINOI, Ed.D., UTHAITIA
RAKCHANYABAN, Ph.D.

EXTENDED SUMMARY

Rationale and significance of the study

The quality of the population, especially concerning health, is considered very
important, since the population is the important resource for the development of the
country. Having good health is, thus, an important fundamental factor in living. If
health problem arise, it then will cause the negative affects on physical and
psychological, and to the society. For physical effect, an individual with health
problem will get sick, and the body may not function fully and efficiently. For
psychological effect, the person with health problem will be distressed. For social
effect, the society will lack healthy citizen to help develop the nation in various ways.

Health is a state of complete physical, mental and social well-being and not
merely the absence of disease or infirmity. Physical status is the state of having
healthy body, free from iliness. Psychological status is the state of having good mental
health, and happiness. Social status is the state of having healthy and strong
community, able to take care of themselves, having good environment, able to care of
one another. Spiritual status, even though spiritual status is a new term, Thai people
are aware of this term in other words, which is having good moral. If we conduct
ourselves in considerate for others with compassion, reduce selfishness, that is

spiritual deeds. In Buddhist doctrine, the spiritual deeds are precepts, consciousness,



o

UNAINGITY WMIINGIRINTIAD ARy, (Uszansfnen) / 103

and intelligence. Precept is co-existence in pedden everyone in the society lives
together in harmony, happiness will follow. The mind will be clam and having one’s
awareness. This will elevate the intellect to a higher level. The intellect, here, refers to
the comprehension of nature according to the truth. Health issues thus are related
(National Health System Reform Office, 2000: 2)

The environment and the present way of life are changing, along with the
increase in competition, making everyone follows a rapid lifestyle. They must face
problems, obstacles, various stress in daily life. When stressful situation occurs, it
causes the impact on health. Furthermore, it affects the efficiency in working and
living the daily routine. Therefore, health promotion is a crucial factor in having good
health. Health promotion can prevent illness and many diseases effectively. In
addition, it can reduce the risk of disease. Health promotion service, therefore, is an
alternative for those who are interested in health.

Health business, thus, grows rapidly, and increase in number is evident. This
includes restaurant, spa, and other types of health service place (Amornrat
Chaisuriyanun, 2005: 23). In addition, the Ministry of Public Health laid out a
strategic plan to support Thailand to be Center of Excellent Health Care of Asia and
the resolution to promote Thailand to become Center of Excellent Health Care of Asia
followed (National Science and Technology Capability, n.d.). The development plan
according to the National Economic and Social Development Plan 9 stated that the
development plan in the next 5 years must emphasize building the health care system
for the people to access quality health service thoroughly and justly. The people can
promote health for themselves under the diverse health system in holistic care. The
plan also promotes consumer promotion by constructing and developing the health
information service system that everyone can easily access, particularly in health
production, as well as development health service quality and support the health care
provider to have health promotion service. The plan aims to develop alternative
medicine, Thai traditional medicine, and Thai herbal medicine to attain medical
standard (Office of the National Economic and Social Development Board, 2001)
[Online]. Available: http://www.nesdb.go.th [2005, March 2].

The service quality refers to the capacity in responding to the user needs,
which is considered an important aspect of providing service. Good quality service

will affect the service. satisfaction of the user and positively, affect the health
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promotion site. The user will have the confident, trust in the service that they receive,
which will be truly good to the body. Therefore, good service quality has positive
affect on the health promotion site, because it's like creating the standard quality that
is trusted by the user. Moreover, it promotes the positive image for the health
promotion site.

Nakhon Pathom Province is another province with many health tourism and
health promotion sites. New health promotion sites are rapidly opening both in the
public and private sectors. Varieties of service are available. Furthermore, the province
emphasizes the importance of developing tourism industry with include tourist site
development project, human resource development in the tourism industry, or service
standardization promotion project. They emphasizes in constructing the superior
service standard (Office of the Nakhon Pathom Province, 2007) [Online]. Available:
http://www.nakhonpathom.go.th [2008, March 19]. Therefore, knowing the service
quality and direction to develop the service are useful in assisting Nakhon Pathom
Province to succeed in tourism. In addition, it helps to develop the service quality of
the health promotion site in accordance with the needs of the user.

With these reasons, the researcher is interested in studying the quality of
health promotion service in Nakhon Pathom Province, since it will provide insight into
the problem at the current health promotion sites and suggest the method to develop
the quality service appropriately. The results from this study would be useful in

improving and develop the service quality of the health promotion sites.

Objectives

1. To study levels of quality of health promotion service.
2. To study best practices of service quality management.

3. To suggest improvements to quality of the health promotion service.

Resear ch methodology

The populations of this study were 1,080 users of health promotion site in

district of Nakhon Pathom Province. Sampling was the Tara Yamane’s formula
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(Boontham Kijpreedaborrisud, 2004: 108) and samplese 291 users but 10%
incremental sample had been made. As the result of samples are 320 users. The case
study used in-depth interviews with 2 expert practitioners of health promotion site.

The research instrument was a questionnaires systematically modified by the
researcher. It was divided into 3 parts, i.e. questions related to general information of
the users; questions related to quality of health promotion service; and questions
related to suggesttion for improve and development of service quality. The researcher
constructed questionnaires for in-depth interview covering the following: place
management, service provider and entrepreneur management, service management,
safety management, and maketing and advertising management.

The researcher collected the data by requesting the permission for business
operator to hand out the questionnaire to the sampled users. Data analysis includes
percentage, mean, and standard deviation. As for interview, permission was requested
and appointment was made with the entrepreneur. Interview was conducted by the
researcher as well as analysis of the qualitative data.

Results

1. Finding from the study of demography, social, economics and enter
characteristics, it was found that there are more female users than male, average age
between 41-50 years, married couple status, had completed at bachelor degree,
commercial personnel, income was between 5,001-10,000 per month, most of users
entered for service with their relatives, entered because they received recommendation
from their relatives or someone who has used the service, come to receive the service
for relaxation and health promotion, and most of the users had received service more
than 2 times.

2. The service quality of the health promotion site in Nakhon Pathom was
found to be in the high level. Upon considering each aspect, it was found that the
service quality in terms of confidence in service, easy access and early response,
safety and effect on health, response to user needs, and reasonable price, were found to
be in the high level. The service quality that received the highest and lowest mean

score were confidence in service and reasonable price, respectively.
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3. Upon considering the expectation before receiving the service of the user,
the results found that the user expressed the service quality expectation for confidence
in service higher than in other aspects. They expressed their expectation in reasonable
price lower than in other aspect.

4. Upon considering the mean score of service quality of the user using
gender and visits experience, the results found that both male and female users
expressed the high level of satisfaction to service quality. As for the frequency of
visits, subjects with 2 or higher visits tends to express satisfaction in the level higher
than the first experience subjects.

5. Concerning the suggestions for further improvement and development of
service quality, in terms of place, service provider, service, and safety, the results
found:

5.1 Place — the owner should constantly care and maintain the
surrounding area. The owner should organize the place, tightly and neatly. Different
areas should be divided accordingly. Resting and relaxing area should be organized in
one corner. In addition, beautiful decoration and relaxing atmosphere are encouraged.
Soft music could be played in the background to increase a sense of relaxation for the
users.

5.2 Service provider — The service provider should be friendly, lively
and constantly smiling. The service provider should be able to provide various
suggestions to the users well. The service provider should learn and develop skills
constantly to increase the proficiency and expertise.

5.3 Service — When servicing the users, caution and care should be
taken. Consideration of safety during servicing must be taken into account, in
particular to servicing the elders. Etiquette is important.

5.4 Safety — The owner should regularly check and maintain the
equipments, especially the equipments that generate heat. Establishing the safety
instruments that regulate the heat is important in which it should also operate well.

6. Concerning the service quality of the best practice of the health promotion
site, in order to elevate the service quality of the health promotion site, the health
promotion sites should follow the standardization of place, entrepreneur, service staff,
service, and safety, all of which should follow the designated criteria. To follow the

stated criteria, transparent operation and consistency of action.is.required in order for
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the service provider to attain the genuine qualigrvise. Furthermore, the
entrepreneur of the health promotion site should abide by the law, have ethical
conduct, and positive aware toward the service industry. They should be well-
knowledge and genuine understanding of the Thai traditional medicine and Thai spa.
These knowledge will ensure the quality service and safety for the user.

7. Important guidelines for the development of health promotion site are as
follows:

7.1 Practice according to the standard — The owners should correctly
operate their business according to the standard of health promotion site, which
include the place, entrepreneur, service provider, service, and safety. The practice
should be strictly abide by and thoroughly. The owner should monitor and maintain
the standard frequently.

7.2 Vision and knowledge of the entrepreneu&ood service can not
occur if the organization lacks the leader who is well-knowledge and has positive
vision. Therefore, the leader must have a clear vision, determination, and earnest in
leading the organization to the success.

7.3 Service conscious — The service provider should have the
awareness and positive attitude toward the service. They should understand their
responsibility.

7.4 Social responsibility The entrepreneur must be aware of the social
responsibility. They should have the business ethic by aiming to operation their
business according to the law. They should not operate their business in a disgraceful
manner or other ways that would affect the health promotion business.

7.5 Improvement plar The improvement plan for the service should
be laid out in every aspect. Monitoring of any error should be done consistently which

can be used for subsequent improvement.

Discussion

1. As the resulted of quality of health promotion service in Nakhon Pathom
Province, it was found that overall the quality of the health promotion service and all

sections, i.e. response to users’ needs, easy access and early response, safety and effect
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on health, confidence in service and reasonable prices, was at a high level. It could be
discussed as follow:

Overall, the quality of the health promotion service was at a high level. That's
mean most of the users received the service same as they need, received the service
same as they perceive and expectation, service quality would be taken that make users
satisfy the service in good level. As the concept by Parasuraman, et al. (1990 cited by
Suangtip Wongpan, 1998) stated that higher of service quality was the equilibrium
between expectation and perception of users. Good service quality should be improve
and develop for maintain and increase the levels of service quality. Thus, service
providers should build the service quality same as or more than users’ expectation as
Kotler & Keller (2007: 208) stated that the service quality expectation from past
experiences, words of mouth, and advertising. In general, users compare the perceived
service with the expected service. If the perceived service falls below the expected
service, users are disappointed. If the perceived service meets or exceeds their
expectations, they are apt to use the service again. This result indicates that every
process of service is important for service quality evaluation and they are apt to use
the service again.

When consider the response of the users’ need for the service quality, the
results found that the service that the users received responded to their needs well. In
addition, it was found that most of the users who received service more than 2 times,
acknowledged the satisfaction in the higher level than the first time user. This result
indicates that the experienced users felt satisfied with their service, so they returned
for more service. Therefore, when this study evaluate the service quality, the users
who have previously receive the service, thus express their response that the service
responded to their needs in the high level.

As for easy access to service quality, quick service, and service in timely
manner, it can be explained that since the business competition is currently increasing,
the service provider in each location should provide the service to their customers
quickly and conveniently in order to attract the customers to return for the service.
Since some of the customers have free time to come to receive the service, in other
words, they intentionally came to receive the service for relaxation and health
promotion, therefore, they are convenient to wait to receive the service. These reasons

affect the service quality concerning access to service quality, quick service, and
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service in timely manner in the high level.

The customers’ response showed that the service quality that they receive has
safety and positive health effect toward the body. This indicates that the users feel that
the service that they received is safe and has positive effect on their health.
Furthermore, the users who have previously received the service, learned that they
received the good service. Therefore, when evaluate the service quality, most of the
users thus responded that the level of service quality that they received in terms of
safety and positive effect toward the health is in the high level.

The customers’ response showed that they are confident in the service that
they received. This indicates that the users have confident in the service that they
received. It was found that the users who entered for service, entered because they
received recommendation from their relatives or someone who has used the service.
The recommending person may be someone that the user is acquainted with, so they
influence their confidence. In addition, the health promotion sites are those who
registered with the public health office. Therefore, they are of standard to a certain
level. Thus, these reasons affect the confidence in the service to be in the high level.

The service quality in terms of pricing, the price is reasonable. Upon
comparing the pricing to other service quality aspects, it was found that the mean
service quality in terms of the price is still below other aspects. This finding shows
that the opinion toward the price has many factors affecting the evaluation. Evaluation
of the price may depend on the difference of user’s behavior as well as the different
level in purchasing capacity of users. The users may compare the price of a health
promotion site to another site that they have received the service or from the words of
mouth from a person that they know. Therefore, the owner of the health promotion site
may have to consider the plan to set the price that is suited for their business. The
criteria in setting the price may differ according to the size of the business or the
location. Furthermore, consideration of the different behavior of the consumer as well
as their buying capacity may be needed. Kotler & Keller (2007: 218-219) stated that
the behavior of the consumer from prior purchasing experience, advertising, words of
mouth, friends, or family members. Purchase decisions are based on how consumers
perceive prices and what they consider to be the current actual price. Thus, these
reasons affect the mean score of service quality in terms of price is still below other

aspects.
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2. For the best practice of quality of health promotion service in Nakhon
Pathom Province, the study found that there is clear system management for their
business as well as quality in all aspects. This finding indicates that the principle in
business operation for the health promotion site depends on many components,
starting from the entrepreneur that has to learn and genuinely understand the Thai
traditional medicine and Thai spa. They should have service conscious and attitude
toward the service job. There should be clear standard of operation. This includes job
assignment and collaboration for the staff, as well as supports the staff by organizing
skill training course, providing the information to the related staff along with raising
the good service conscious among the staff. Etiquette training should be done. There
should be marketing and public relation support mechanism in various ways, so that
the business is known and attract the user. These practice principles are in accordance
with the finding by Hurley (1994, cited by Juran & Godfrey, 1999: 18.2) that found
that in order to lead the organization to quality, the first important component is
learning, understanding of every steps, knowing the quality that the customer desire or
would like to see. The second important component is learning one’s process and the
approach to make the customers satisfied. The last component is having development
for sustainability. Therefore, it can be seen that a complete service quality will happen
if one stress every aspect of service quality and in every related process, which will
then affect the health promotion site to succeed in the service quality.

3. Suggestion guideline to improve the service quality of the health promotion
site that can be used to improve the service quality can be discussed as follows:

The business owner should follow the standard criteria in every aspect, which
include place, entrepreneur, service provider, service, and safety. Since the standard of
guality service in these aspects are important for the service quality in the views of the
users. The users thus would like to receive quality service that provides the
satisfaction. The benefit of service satisfaction of the users, not only will attract the
users to return for service, the satisfaction also affect the words of mouth and
persuasion of others to the service. If the service quality that the user received is as
good as the concept by Besterfield, et al. (1995: 52) stated that satisfied customers not
only continue to patronize the organization, they also add to profits by referring new
customers. Referrals can be twice as effective as advertising. Furthermore, the

standard criteria would. help the health promation site to specify the criteria in
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maintaining the suitable service quality. It alsdpkeo layout the plan to manage the
service quality in various aspects easily. Therefore, importance and follow through of
the standard criteria to maintain the service standard and increase the service quality is
encouraged.

Vision and knowledge of the entrepreneur is another important aspect in
developing the service quality. Since the entrepreneur resembles the leader of the
organization, the organization with the leader who has the skills and clear vision will
push the organization to achieve the goal of service quality. Therefore, the leader plays
an important role in pushing and developing the organization to attain the quality,
since the leader must take the role in planning and specifying the goal. The leader also
has to manage the staff in the organization as well as the motivator of the staff. They
must oversee and develop the potential of the staff. Therefore, the vision and
knowledge of the entrepreneur thus affects the direction of the development of the
service quality of the health promotion site.

Service conscious refers to the fact that every service provider, staff, or
anyone related to the health promotion service should have positive attitude and
conscious toward service. These aspects play important role in the service quality for
the users. Therefore, the entrepreneur or the leader should raise the awareness of
positive attitude and understanding for their staff, so that everyone would understand
their duty. Everyone would be aware of the one’s responsibility. If everyone
understands their role, having the same attitude, it will then help to create the
appropriate atmosphere at work as well as passing on the happiness to their customers.
Therefore, having the service conscious will affect the development of the service
quality.

Social responsibility refers to stressing the importance of the society, taking
part in the society, take responsibility in one’s duty. This can be done if the
entrepreneur of the health promotion site focuses on operating the business according
to the law. They should assist each other to create the positive image in the user’s
view. The course of work not only will elevate the quality of the health promotion site,
but will also assist in raising the standard of quality for the future. Therefore, realizing
the social responsibility is another way that will help develop the service quality.

There should be a continuous development planning for the development of

service quality in all aspects, which. should be. done, constantly. This may include
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service development planning, work load distribution planning for the service provide,

or sales promotion planning, and business expansion opportunity. Since these planning
will provide the clear overview of the operation and direction and goal. Cross check
can be done easier. It will point out the point that should be improved and the direction
of development within the organization. Furthermore, it extends the opportunity for
business expansion or advantage edge in the business as well. Since the present
business competition is high, if the health promotion site does not create a good
development plan, it may cause the business to be delayed, not meeting the rapidly
occurring changes. Therefore, consistent good development planning affects the

direction of development and subsequent service quality.

Recommendations

The study of service quality of the health promotion site found that good
service quality should have regular check in order maintain the standard quality
as well as stressing the important of service quality. Thus, the related organizations
such as public health office should have frequent service quality evaluation. Awarding
or certification for the outstanding site may be done as well as creating the cluster of
the entrepreneur to exchange knowledge in business operation. Furthermore,
encouragement of the staff development training is important to elevate the standard
service quality. Thus, the health promotion site and the related organization should
organize regular training to provide accurate information to the staff, which will add

the service quality efficacy and building quality human resource.
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