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SATISFACTION OF SERVICE QUALITY AND CONSUMER LOYALTY IN
HEALTH CARE SERVICES : A CASE STUDY OF LIVER FLUSHING TREATMENT

NATTARIN PATHAPEERAVIPONG 5537180 LCCD/M

M.A. (LANGUAGE AND CULTURAL FOR COMMUNICATION AND
DEVELOPMENT)

THESIS ADVISORY COMMITTEE : THEERAPHONG BOONRUGSA, Ph.D.,
SIRINTORN BHIBULBHANUVAT, Ph.D., KANOPPORN WONGGARASIN, Ph.D.

ABSTRACT

The objectives of this research were to estimate the level of satisfaction,
expectation in the quality of service with the loyalty of Thai people towards
detoxification service to study the influence of satisfaction on service quality and the
loyalty within the use of the detoxification service and to identify differences between the
satisfaction and expectation of the target customers which represent the quality of service
by the detoxification center. Data were collected using questionnaires from a sample, that
included 184 candidates who used liver detoxification service from the Leadership
Training Institute in Kanchanaburi and Baan Suannamfah, Sisaket province and data were
analyzed by percentage, average and standard deviation, supported by the t-test Pearson’s
correlation and multiple regression analysis statistics. From the research, patients tended
to have more expectations and the urge for satisfaction with the quality of their treatment.
Overall results obtained were in a high standard, the highest was caretaking procedures
followed by credibility and assurance. The analysis of the difference between the
expectation and satisfaction, showed significant differences in all aspects. Exceptionally,
the average satisfaction was higher than expected. For the analysis of quality in terms of
service towards customer’s loyalty, the sample group showed that the satisfaction of
caretaking had a strong influence on the behavior and the behavioral complaints, while
physical satisfaction influenced the intent of repeated purchase and non-sensitivity to
price.

KEY WORDS: LIVER FLUSHING/SATISFICATION/EXPECTATION/
CUSTOMER LOYALTY/ SERVICE QUALITY
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v . o ' 4 1 1<
TaeNvz quAI06191UUAZAIN (Convenient Sampling) 1o 1d e lumsinudoya

3.2 1n3eaiaNIFlum I

9
cY [

9 o Y o s 9 y 2 a an 2
Aave lavihmuudeunmlumsinudeyalunseil Tauaeunazsnmsaail
= o au A A 9 == Y a
3.2.1 Anpuena1s M3 waznuIdeNngIveInNuiane v guaiwmslduims
HazANUNSNANALaz AT TugUNNveInu Tng
o o
3.2.2 Anpimsadauudeun Az LUUT U]

o v ° ~ | @ a <
323 ﬂ’l‘ﬂuﬂGU'E']‘UGU18"1]'f]\?"lgl}f]ﬂ'lﬂ'lﬂ‘i/'lFi]5?[%}1\‘]LLUUﬁ’ﬁ)ﬂﬂ’lﬂ!ﬁﬂ?ﬂﬂﬂj’]ﬂﬂﬂlﬁuﬂ@\i

324 “]J‘i%iJ’Jﬁﬂ’NiJi}ﬂWﬂ"ﬂ)ﬂ 3.2.1,3.22 108 3.2.3 MWﬁ%)NlLUUﬁ’EJUﬂHJGlﬁ)ﬂi@UﬂM

NFOUUUIAANITIVY

De

'
A ga

o Ia o 9 Y A = a a 4
325 uTL!‘U‘UﬁfJ‘Uﬂn\J‘ﬂE‘!'JEUfJﬁ'iW\ischlﬁﬂﬂlzﬂﬁﬁiJﬂ']i“Vl‘IJﬁﬂHTJ“VlfﬂuWH‘ﬁ

A a o2 X
maﬂﬁauuazmuauuzmumﬂﬁ’ﬁmmﬁummﬂﬁu

u

) { (o 9 { o '
3.2.6 wnudounwnysudgaud ol 1ddFermnysiuau 3 v asidou
A ,i’ g’a ) [ Y a a ¢ A [
AT It INIUINYS nEIRUANE NI SUMIAAIUANINe I NUSINe Y TU 59

Tanusanunsuii linaanals

Y
v IS

a [ Yy v v ) Y a a
N3 ‘c’Jﬂi\‘luulﬂﬁi"lﬂsll’t‘)uua’iﬂﬂﬂ"ﬁﬁ?ﬂiﬂﬂmﬂgaiﬂﬂqm%ﬂiﬂﬂuu?ﬂﬂﬂﬂH;]LLZW

(% IS

Av A v 3 Y A A A Y, 3 9
WNaN13 ﬂﬂlﬂﬂ?m@ﬂlﬂug’]uil‘lﬂ'ﬁﬁﬁﬁlﬂLﬂiﬂﬂﬂﬂlWﬂisﬁﬁluﬂﬁlﬂﬂUﬂlﬂga IﬂﬂLLUUﬁﬂUﬂTN

=} v A

3 4 ) a < { [ a a [
ﬁ%’wﬁu LW’f)ﬁ15’3‘ﬂ‘ﬂ’J'IiJﬂﬂLﬁutﬁﬂﬂﬂﬂWﬂ@]ﬂiiMﬂWii‘lﬂfjﬂﬁﬂ']'i ﬂ']?ilﬁ\iwaal(ﬂllﬁgﬂ'ﬂiﬁlﬂﬁﬂﬂﬂﬂ

Y Aa 1 d 9 a o 1 g U A
ﬂlﬂﬂﬁjﬂﬁjﬂﬂﬁﬂﬂﬂiﬁﬁﬁwﬂﬂﬂ Taouvaiu 4 a1 Ao



o

UNAINGBY WMIINGIAINHAD ARLY. (MB WAL IAUTTTUNOMIADANTHAZASHAINT) / 59

' A 9 o 4' v Y 3 v a o
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Toaane 1l
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Y
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F) A 9 [ v 9 Y] 3’,
Heanga loszaumsinvoyailszandunsniasy (Interval Scale)
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a e o 9 Ay v o a 79 ]
myannziveyalasiidoyan laninuuuaeunwuihimsinsizidoya lagld
0o < aa Aa .. L. [ H
Tdsunsududegduaz 1FadamFanssaun (Descriptive Statistic) 1alin A1A210D (Frequency)
9n31500az (Percentage) NITAVANNFONU 95% laonsiaszavueInnudiiyueode
1 o I U : v o o
a9z ¥ nvazvesuuuaeuo iy uUVNIATIEIU (Likert Scale) Fauaazmauilimaoy
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v
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AURAYAILLA 3.41-4.20 KUIYDI UANULNTUAY
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1. Muaztuzinvenaoausaudmu i 1Fusmsnamuus Mg anyay
1 d' [ Y a 919/:&‘
2. MuszyalunuINMeINUMs DTN IR

e 4 R
A1UA3 197N %0 (Purchase Intention)
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3. mudslanez 19usmsededeiiosns 1y
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4. oMUz 19T MIANNEAY MuzAndIgudasneay. . uduauusn
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1 = YR a 9 A 1% a 9 a Y
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a 9 a o A 9y a I a 9 A v o W &
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A1 luigeul1aaeifasesia (Price Sensitivity)
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8. muazdanlFusmInuaaIuuIMId N ey, DadaouuImId1anyaun
A = = F) o ]
Uz UNIAIgAgNAT Tnan1soon 115 TudgnTnig
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awwaﬁmmms?mﬁ 8U (Complaining Behavior)
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3.3 MInaaavuuuaa U

3.3.1 MIMANMNEINTS (Validity)

Y v Y o A 9 ds@} ) "9 A o 1 A 9

A0z Idihnuuaeunwiad wiwiiauenndnsegauqasiuiy 3 Mo 14

' 1
HTUIATINAOUANNYNADUNSIATUTULONT (Content  Validity) vosrmnmlunaazdon
1 a o g’/ dy A ] o w d’ ) a ?z’/ 1
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Y Y ' ° = A = A A Y
AI90A0INs HazuaazMaulianurmzauvse liiesla minwamsnageunnuyene 1

9 A =S A 1 dy v Y
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VU o a Jd y
3.4.1 M3d@nwazMsInIIzHiveya
a ¢ 9 Ay ¥ 3 9 Y
M5ATIZHIAzTIUTIWToyaN laninmanudeyamaauinlasldldsunsy
SPSS For Window Version 24 (Statistical Package for Social Science)
9 o ) A Yy o A o dy
Avvvzihuuudeun s usw launduiunmsasi
Ay ¥ Y Y o A £y 9 '
1. wnaaeunuuasuiui ldsonuuyld udrdniumsud ludeunnieves
LUVTOUDINNS BUATIIANUFDI UV ULV LADUDINAIY Cronbach’s alpha
o A o 9 < 9 a
2. dhwuudeunwiiimsud luudreeninudeyass
AN YA ~ 9 Y o v
3. WNEUUdeUnN lainsas i suioond 1NIATINEUANUYNADY
] . A @ Ay 7
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o { 4 @ 1 { o
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o I v 9 1 ~ 1A
duauotluasooas (Percentage) AURAY (Means) LATANVIIUVUNIATIZIU  (Standard

deviation)

3.5.2 adAeINY

aa I Aaa Y a . ..
anaoyu uadanlsluminadouduuagiy (Inferential - Statistics)  1UA1T
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Coefficients d
Coefficients
B Std. Error Beta
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a. Dependent Variable: WAN35NN15UONADYDIR IFVTNS * TfdAgmeadansedu
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M15191 4.30 NATOUNITOADBILUVIAUATIDENNGVDIANUTURUTILHINAUAINAT

Y a [} 5‘, 49' 901 9y A
1W1Jiﬂ"liﬂﬂﬂ’J”lﬂJﬁ\iGli]‘fB?J“b’T’Ui’NEﬂ%ﬂiﬂﬁ

Model R R Square Adjusted R Std. Error of
Square the Estimate
1 624" .389 372 40166

a. Predictors: (Constant) aAHLNIINENN, MUANVUNFDDD, MIUMITABVAUDY, F1U5 1T

anuaiule, Mumsquaerlald

{ [ [} a ?z}.l [} [} [y J v 3) &} %
NAT N 4.30 WU e2)5DaTZNT 5 a2 aNuauNUsHUANUAa lades1ve
Y Aa [ = o ?z}z % a Y @
AlFusms Tuszauiunats e 0.624 @aualsns 5 @7 aunsnesuleanuAumlsveIsza
[ v A 3’; 3 Z Y a d' a dy o d'
anuaasnnnaluanuaaladesld 38.9% anuAaNaIANAATUIINAITHEINTDI lAsn A

40166

H 1 % a QJ
A15199 4.31 M31UaAIaNYseaNTanney (Regression Coefficient) AMHane lalu

Y a [ g}/ dy ?:' Y Aa
ﬂmﬂTWﬂﬁiﬂUiﬂ']ﬁﬂ‘]Jﬂ’NiJGNi%“]J’@“B"I‘IJ@QEﬁ“H‘Uiﬂﬁ

Model Unstandardized Standardized t Sig.

Coefficients Coefficients

B Std. Beta
Error

1 (Constant) 2.290 220 10.415 .000
AUBDHUTNIMIATN 179 087 239 2.070 040
Suamninyede 071 099 095 716 A75
MUMTADLAUDY 014 121 018 117 907
SrumsIdanuiule .094 107 121 879 381
aumsguaenlold 161 108 203 1.489 | .138

FJ 2 P v
a. Dependent Variable: A215A3 19 %09 * ITadAYNNADANIZAY 0.05
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M1 4.32 NAADUNITDADDILUUIFUATIDENIIOVDIANNFUHUTTZHINAUAINS

Trusmsnums ldeeu lnasesiavesd l9usnms

Model R R Square Adjusted R Std. Error of
Square the Estimate
1 585" 343 324 55939

a. Predictors: (Constant) aAHLNIINENN, MUANVUNFDDD, AIUMTABUAUDY, A1U5 1T

anuaiule, Mumsquaorlold

{ ' o a g}.l o o v Jdo 1 1
1NA13 199 4.32 WuN AlsaasENg 5 69 ﬁmmauwu‘ﬁﬂumi@au‘lmmswm
Yy a o A J ¥ @ a @
‘Uﬁlﬂlﬁ)‘l%ﬂiﬂ”ﬁ luszavdunars Ae 0.585  AulsNe 5 a2 gseesureaNuEuLlsueq
o v W 1 1 a { a 1 4
53ﬂ‘]_lﬂ'J”IlliNiﬂﬂﬂaiuﬂ"ﬁ@@uq‘ﬂ?@@i'lﬂ”lllg]} 34.3% f"lfﬂllNﬂWﬂTﬂﬁLﬂﬂﬁu%"lﬂﬂ”ﬁWﬂ”lﬂim

Taemae 55939

i g
15191 4.33 saasmduilseansoano (Regression Coefficient) ﬂ’)ﬂJﬁ\iW@%ﬂUﬂﬂ!ﬂ?W

Y Aa o 1 T Y Aa
M3 IRusmsnums lieeu lnasesimvesd 9usms

Model Unstandardized Standardized t Sig.

Coefficients Coefficients

B Std. Beta
Error

1  (Constant) 1.486 .306 4.851 .000
ﬁWHﬁlﬂngﬂNﬂWﬂﬂWW 279 121 278 2.317 .022
ﬁ’mmmﬂwﬁ}eﬁa -.095 138 -.095 -.693 489
AUMITADUAUDY 152 168 140 901 369
Sumsianuiule 053 149 051 358 721
aumsguaenlold 266 150 251 1.770 079
a. Dependent Variable: M3 ligou lnaaesimvesdldusnms * ffudAmaada

32a1 0.05
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U

M1 4.34 NAADUNTDADDILUUIFUATIDENIOVDIANNFNHUTTZHINAUAINAS

TusmsnumsaanganssudeiFouvesdldusms

Model R R Square Adjusted R Std. Error of
Square the Estimate
1 539" 290 270 55209

a. Predictors: (Constant) aAHLNIINENN, MUANVUNFDDD, AIUMTABUAUDY, A1U5 1T

anuaiule, Mumsquaorlold

$ 1 [ a g}.l % [} [} J v a
1INA5 190N 434 NN @wlsBasEns 5 @1 lanuduiusiunganssuieseu
Y Aa [ = @ 3}.: @ a o
Yo 19055 luszauilunais A 0,539 @i 5 @1 awnsaesuieanuduulsves

[ [ [ = a 9 =\ Y a d‘ a dy 4
LS iJﬂ’J”IiJiNiﬂﬂﬂﬂeluWi]@]ﬂiiiJi?J\‘ILSEJL!]I@] 29% ANUAANIANNATUIINNITNINT B! 1AY

Y 55209

] 'd
M54 4.35 A5 1uaaImdulssansonnes (Regression Coefficient)

Model Unstandardized Standardized t Sig.

Coefficients Coefficients

B Std. Beta
Error

1 (Constant) 1.925 302 6.370 .000
AUANYUZNINIEATN -.009 119 .239 1.920 .056
ﬁ1uﬂﬂmﬂ1!ﬁllﬂ}ﬂaﬂ 129 136 -.140 -.979 329
AMUMTADLAUBY -.019 .166 .040 246 .806
Sumsldanuiule 056 147 049 333 739
aumsguaenlold 371 148 376 2558 | 011

A @

3 A 9 Y a o W Aaaa o
a. Dependent Variable : aﬂwq%ﬂiiuiﬂﬂﬁﬂuﬂlﬂﬂEjﬂ,"lmimi * MuﬂﬁmiyﬂNﬁmﬂ‘ﬁizﬂ‘U

0.05
A 2 t4 N Yo 2
1NA1T NN 4.35 ﬁ'lu']ﬁﬂl"UﬂUﬁjJﬂ'ﬁﬂ!WEl’]ﬂﬁmvlﬂﬂ\‘]u

Y =1.925-.009 AUSAHAULNIMININ) +.129 (F1UANVUUFDDD) - 0.019 (11

M3ABUANDI) +.056 (Aums Tianuiule) +0.371 (Mumsquaor lale)
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SATISFACTION OF SERVICE QUALITY AND CONSUMER LOYALTY IN
HEALTH CARE SERVICES : A CASE STUDY OF LIVER FLUSHING
TREATMENT

NATTARIN PATHAPEERAVIPONG 5537180 LCCD/M

M.A. (LANGUAGE AND CULTURAL FOR COMMUNICATION AND
DEVELOPMENT)

THESIS ADVISORY COMMITTEE : THEERAPHONG BOONRUGSA, Ph.D.,
SIRINTORN BHIBULBHANUVAT, Ph.D., KANOPPORN WONGGARASIN,
Ph.D.

EXTENDED SUMMARY

Background and significance of the problems

The unsuitable eating, living, and sleeping behaviors of Thai people cause
unhealthiness and diseases such as cancer, heart disease, cerebrovascular disease,
hypertension, and diabetes. Use of antibiotics and modern medical equipment cannot
completely eliminate these diseases. As the patients have to have these disease till the
end of their lives, people are interested in the alternative medicine and are aware of
health care.

Liver detox is the holistic rehabilitation science in the natural way mixed
with the German’s alternative medicine and Indian, Taiwanese, and Malaysian
sciences by natural detox of physical function mechanisms and use of herbs and food
helping remove bodily wastes. Due to the operation of the liver detox service
business, the researcher was interested to study Thai consumers’ satisfaction of the
service quality and loyalty to the Liver Detox Center and how this service business
gained popularity until the consumers continuously used the services. According to
the study, the researcher found that creation of satisfaction and loyalty is a strategy
which will bring about organizational security. And service quality is a tool which
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brings about the consumers’ loyalty. Somchart Kityanyong (1993) said that customers
or general persons using the services are impressed with the staffs who use various
techniques, strategies, and skills to provide good and quality services. Good service is
a tool helping make the persons contacting the business organizations rely on the
organizations, bringing about good image which will affect the future service. The
consumers’ loyalty to the service business guarantees business security and helps save
capital and time on advertisement. When the consumers are impressed with the
service, they will tell their friends about the quality service. Word of mouth is more
valuable than advertisement and reliable. Muchtar Rizka (2013), Charnnarong
Chokebamrungsuk, Kanyada Anuwong, and Somying Phumthong (2009), Khamnuan
Choomanee (2011), and Songkran Jirayunont, and Sumart Wongsunoppharat (2014)
did the researches on the service quality factor positively affecting the consumers’

loyalty to products and services.

Research objectives

1. To study the level of satisfaction, expectation of the service quality, and
loyalty of the service users in the Thai society to the Liver Detox Center.

2. To study the influence of the satisfaction of the service quality on the
loyalty to the liver detox center service use.

3. To study difference between satisfaction and expectation of the liver

detox center service users.

Research methodology

As for this research, the researcher emphasized the quantitative method
and used the qualitative method to explain the information to bring about more correct
understanding. As for data collection, the researcher sought cooperation from the
sample groups who used the liver detox service and were selected by the convenience
sampling. The researcher gave out the questionnaires to the sample groups and had
the in-depth interview with 10 persons in each service center. Research populations

were the persons aged over 18 using the service of the Liver Detox Center at the
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Leader Training Center, Kanchanaburi Province in April 2016 and at Ban Suan Nam
Fa, Si Sa Ket Province in August 2016.

Research results

The sample groups aged 51-69 are female by 69.6%. Most of these
sample groups are married and receive education below the bachelor degree. The first
sample group are government officials and retired government officials. The second
sample group are housewives and monks. The monthly incomes of the sample groups
are less than 10,000 baht. Most of the sample groups have underlying disease and
choose to receive treatment with the modern medicine. The sample groups take the
liver detox course because they most considerably want to be healthy although they
are not ill. They choose to use the service of the Liver Detox Center because they rely
on the service quality. Most of the service users used to detox the liver not less than
six days.

The liver detox service users expect the service quality of the Liver Detox
Center in descending order as follows:

1. As for empathy, the staffs speak politely.

2. As for reliability, the service is very safe.

3. As for assurance, they are assured that they will be healthier after the
service use.

4. As for responsiveness, the staffs willingly help the service users.

5. As for tangibles, the staffs have good personality and suitably dress.

The service users are satisfied with the liver detox service quality in
descending order as follows:

1. As for empathy, the staffs speak politely.

2. As for responsiveness, the staffs willingly help the service users.

3. As for assurance, the service users are assured that they will be
healthier after the service use.

4. As for reliability, the staffs are competent and skillful.

5. As for tangibles, the staffs have good personality and suitably dress.
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The service users expressed the opinions about the loyalty behavior in
descending order as follows:

1. As for the repurchase intention behavior, the service users are very
proud of the service of the Liver Detox Center.

2. As for the word of mouth behavior, the service users positively speak
about the service provision and persuade their friends to use the liver detox service.

3. As for the complaint behavior, the researcher found that when the
service users face the service problems, they allow the staffs to improve the service
and still want to use the service as usual.

4. As for the price sensitivity behavior, the researcher found that although
the service price is higher, the service users still use the service as usual.

After considering the relationship between the satisfaction of the service quality in
each aspect and the service users’ loyalty, the researcher is able to conclude the

information in the following table:

The satisfaction of the Loyalty
service quality

Correlating Not correlating

Tangibles v

Reliability

Responsiveness

Assurance

Empathy

< 2| <2 2| <&

Service quality in general

According to the table, the satisfaction of the service quality on tangible,
reliability, responsiveness, assurance, and empathy correlates with the service users’
loyalty on the behaviors of word of mouth, repurchase intention, price sensitivity, and

complaint.

After consideration, the researcher found that the satisfaction of the service

quality influences the service users’ loyalty as follows:
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The satisfaction of the Loyalty
service quality

Influencing Not influencing
Tangibles o
Reliability N
Responsiveness \
Assurance \
Empathy v
Service quality in general N

According to the table, the satisfaction of the service quality on reliability,
responsiveness, assurance does not influence the service users’ loyalty while tangibles
and empathy influence the service users’ loyalty.

After comparing the expectation before the liver detox service use and the
satisfaction after the liver detox service use, the researcher found that tangibles,
reliability, responsiveness, assurance, and empathy are significantly different. This
shows that the service users’ satisfaction is higher than their expectation. This is
beneficial to the business because it is able to efficiently provide the service beyond
the customers’ expectation, enabling the customers to be satisfied and tend to use the

service again.

Discussion of the research results

The research results found that the service users’ satisfaction of the service
quality influences the service users’ loyalty. The influential service quality factors
consist of the factor of empathy and the factor of tangibles. According to the research
results, the customers attach the importance to tangible and intangible services.
Tangible service is the service that can be seen, smelt, heard, tasted, and touched. The
variable here is the factor of tangibles. The intangible service is the service that can be
mentally felt such as the service providers’ empathy and sincerity. The variable here
is the factor of empathy.
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The satisfaction of the service quality on tangibles affects the service
users’ repurchase intention. This shows that the service center with facilities, modern
equipment, high technology, well decoration, and good personality and well-dressed
staffs enables the service users to be satisfied and want to use the service again. This
is beneficial to the business. Damrongsak Chaisanit (1994: 106-107) said that the
product loyalty is very important. If the organizations are able to successfully create
the product loyalty, they will have security in the future. As for this research, the
researcher found that the service users are satisfied with the accommodations and
atmosphere. Staffs systematically provide the service and are professional. The
service users are satisfied with the factors of place, facilities, and various service
systems and have belief in Major General Jamlong Seemuang and Archan Khwandin
Singkham so they want to use the service here again.

The satisfaction of the service quality on empathy affects the word of
mouth behavior of the service users. This shows that if staffs well take care of the
service users, the service users are impressed with the staffs and will tell their friends
about the good service. Reichheld & Sasser (1990) mentioned advantages of the
customers’ loyalty as follows: The loyal customers tend to tell other persons about the
good service until these persons may be very good customers in the future. This helps
reduce the cost of finding new customers. Several companies achieve success because
of word of mouth. This research found that when the staffs well take care of the
service users, the service users are brave to speak about their health problems. This
communication enables the service providers to have better relationship with the
service users. The service providers are more reliable. The service users more
considerably rely on the service use. The empathy behavior of the service providers
enables the customers to be assured and rely on the service until they persuade their
friends to use this service.

The satisfaction of the service quality on empathy reduces the complaint
behavior of the service users. When the customers are satisfied with the staffs’
empathy and find the service defects, they will advise staffs to improve the service. In
conclusion, the customers do not make a complaint against the company if the staffs
well take care of the service users. This research shows that the persons who always

or often use the service are well familiar with the service center. When the mistakes
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occur, the service users will not complain anything. Most of the service users frankly
warn the staffs to improve the service because both the customers and service
providers mutually receive the benefits. The service providers are able to more
efficiently develop their work and more considerably satisfy the customers. The
service users are able to use more quality service. The customer’s engagement to the
organization stems from staffs’ empathy.

The satisfaction of the service quality on tangibles affects price
insensitivity of the service users. This shows that if the service providers have to raise
the price, the customers are not sensitive to the price if the tangibles of the service
center reach the standard and well facilitate the customers. The research results are
consistent with Reichheld & Sasser (1990) who said that the loyal customers are
pleased to pay more if the relationship is stronger and the service quality is good. As
for this research, the service price is not expensive. Most of the service users are
satisfied with the service charge. They similarly said that the service are very good.
As for the price rise, some service users agreed with the price rise because they have
enough money to pay for the service. Some service users said that they are pleased to
pay more for the service because they are familiar with this service center.

The liver detox center service users’ satisfaction of the service quality is
higher than the expectation of the service quality. The service users perceive the
quality service, causing more satisfaction than expectation. Parasuraman, Zeithaml &

Berry (1998: 133) said that if the consumers’ perception of the actual service is more
than the consumers’ expectation of the service (ES< PS), the service has more quality

than the consumers’ expectation. The consumers are more satisfied if difference of the
level of expectation and perception is higher. After interviewing the service users, the
researcher found that the word of mouth which the service users hear is true. After
the service users use the service, they are impressed with the service. They feel good
when staffs ask them and give the advice on health. They more considerably
understand the health care. The liver detox helps enable the service users to have
better mental and physical health. This makes them more considerably accept and

willingly perceive the new knowledge of this treatment science.
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Recommendations

According to the abovementioned research results, if the service is able to
meet the customers’ needs on empathy, completely has tangibles, and is improved, the
service users will be satisfied and loyal to this service business. The researcher would
like to give the following recommendations:

As for the policy recommendations, the health business leaders should
train staffs to have service mind, love, and mercy on human beings because most of
the customers are unhealthy and service staffs most considerably access the customers.
The customers’ satisfaction depends on staffs’ operation.

As for the action recommendations, the organizational leaders should
always improve the health service center to enable the service users to feel relaxed,
satisfied, impressed with this service center, and continue to go to this health service
center.

As for the recommendations for the future research, researchers should
study the development of the service staffs and creation of the service mind of the
service staffs to more efficiently develop the organizational staffs and improve the
service business. Researchers should study the customer service techniques of the
persons achieving success in the service to develop the organizational staffs.
Researchers should study the customer relationship management to create the
marketing strategies and bring about better relationship between the customers and the
company to retain the customers. Researchers should study the creation of values or
cultures of the health service by conducting the in-depth study that what kind of health
care the elderly persons or working persons like and how much they like the service
provision because each group may have different needs. Researchers should study the
change of the health culture in the current society, self-care values, belief in treatment,
the behavior of choosing the health care service in the era with several treatment

sciences.
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This research project had been certified by MU-SSIRB.
Research methodology was as follows:

1) The researcher had touse the copies of Participant Information Sheet and Informed Consent Form with the seal
of MU-SSIRB for research project participants onl}r.

2) If the researcher wanted to amend somé details efthe research project; the researcher had to inform MU-SSIRB
by completing the Protocol Amendment Form for confndetqtaon and certification| before beginning doing the research,
After considering and cenil"yfﬁg, MU-SSIRB  would send the  researcher an acceptance letter with date of consideration and
certification. After that, the researcher w\as able to begin doing the research. A

3) If research parﬂc-,panrs sever\eLv faced an adverse event and an, unexpected event, the researcher had to report
this issue to MU-SSIRB by completing the Adverse Event Report Form or send MU-SSIRE the report copy sent to scholarship givers.
After considering the adverse event report, MU-SSIRB Wouldisend the researcher/a letter with consideration date.

4) If the researcher/completely did the ré’searc‘ﬁ within a year, the researcher had to send MU-SSIRE the research
project progress report called “Annual Research REpDrT Form®. After recefving, the report, MU-SSIRE would send the researcher an
acceptance letter with closure of the project:=

5) If the research project-was done for more than a year,"the researcher had to send MU-5SIRB the research
project progress report called “Annual Research Reporty Form) for renewal of (the research project. After receiving the
report, MU-SSIRE would send the researcher the acceptance letter, with renewal of the research project (*“according to The
Annpuncement of The Faculty of Sociél's;:iences and Human'lﬁé‘s, MahidolfUniversity 'en Fee Collection Criteria and Rate for
Consideration of the Research Project Requesting/Research Ethics Certification of MU-SSIRB, 2014 dated 17th November 2014, Article
1.2 (1) renewal of certification of research project:having to pay fees at the amount of 1,000 baht **).




o

UNAINGITY WHIING1BIUTAD ARLY. (MBUALIAUTTINNOMIADATUALMTHAUI) / 169

; - & ar | J
B 1NMN5FINIIIMIITE SmFumsaeunuuaevanery 18 YTl cs

fduned : wenmsniutioniidenniivmdnudrdahidhls Tusameuomwimihiasanisise wiedunuliswaiue

sumimieadiled
foinsams arufianelaluguammsiuimsduguamnazarasindnfvesdui Tnani@ifnu
AesrdnaiiuAY
éatﬁﬁ'ﬂ wemngiund dgiisinal
Ao douthiirafivdu

wnoavinsfiwd  086-4167298

% o o - 14
anuiiidy anuflneusudi e.mgongi uaz Tuanibh safazny

ity il

aw Lo

Youalnsamisdivlaude : TasamsSiviisnidwie wefnmnszdunuitonels anuaranfiluguamms IS s
uazal1ussindndvesdlduinisludenulnoiifidonosiadiadindy
ofnuidninavesnnuianolaluguamnis Ifuinsiindenuesindndlunts 14usnrsno s adreiindy
wiednnanuuandsznhenwiane lauazarumanswoenguilminolugauamms ihEnsvosdlfinsaoiad
sivdy Usz Temifimadng 18unnnsiiviiae itensufennumanss arwitaeloluguamms Tiims
wazarr1uvsindnfdvesdlduinas Afdonefadrisfudy
wiolinswhnmimelelugunmms i nisidninadeanussinindvesdlfiinsasfaduiivdunindeudivila
unzsams3soernnseldiihudoyasznoulumsnaumudunisama WoiunmsininavesdfimsneFadeivdu
wul&susalidhinmsdfuiivee gl dusmsaodadsitudiy
amudfiriounsddutai 200 v
svpznmitoziivoai 1 3 (@oufium 2559 Safoumuon 2s60)
mnimdaiulodiioums3sonds §3dvzvehivimeuuuuaeunw Falsznoudaedons 4 dau f1uau a0 Fo
Taolfm lumsnsunuuroun wilszinm 30 1 nazezvoiunuurouowiuavidugido Tavasa

> doyaitldvinmsasunuuaevoiy 3oes 15 imunuieuazdoyadudvesinilunsuiinfoya
uagazdriiumshawdoyanaeasudoyatu q Aifudastuiunomdaadfumsiie

> anuidvsiionsufaduidodhioumste imewiandasa wioernidnlimnoleagihafumaion
siiandios binovsowmaniuld sudvindandosusoonsninssnsiiilolafid Tavhidoadslinswdramih
uazms Wi uAsonSenoudaoonainTasans3iuil sx Lifmansenula q sevimuAedila

» dayadaudvaimszgmifiuinnld lidlawedammsuadiusoyana ndezsisauransifodudaya
dausom didamsiddsfoyavenimaziinmediiioadoriumsaseil uazaaznssunmsedusssunsdiotumainu

> msdivnsainieehildFudmouunuuas bidosl#d1wla 4 fHdu

> mminiitenaduiiaznrounmifuafums3sel wmmmsense e wemmngiumd Ugisinad mnomy
Tnsinvilefiovoadidu 086-4167298 IdAnoainm

MUSSIRE-2-2-TH (Page 1)



a 4 S a L4
UIRIUNT ‘]_]ﬁWi’J‘VN'H MARNUIN /170

v,
Y. |

» TasimsidoiiIdTunsfusosninansnssumsoiusssumsdieTuan mandnuemad aiinndoniing
Falldninamoghnusdanumandiasinuomans 1 inedosiion anmoyamoned damate sunemsuuma
FmTaunsilgy 73170 munoia Insdnd 0 2441 9180 Tnsms 0 2441 9181 Wi I&5un s UIR linsanmitszy14
wummnsofaredulszsunuznssunssenssu wiadun Idmumonfiuazwnoay Insdnidadu

YovsupsfinonaaznallunseuILITOUN Y
vourAINIMILGD
wigiuny dgiisinad

o TR MAR DO, |

MUSSIRE-2-2-TH (Page 2)



o

UNAINGITY WHIING1BIUTAD ARLY. (MBI IAUTTSUNOMIAoaNTLaTMINAU) / 171

ar ' <
wifadouanusmndusednsmmsIulaglisunmsvennarnazifinle dwfuey 18 Yl

donadidhiaunmsive
i
Fo-umana 2y 1
ﬁ'm@a-xn‘"n ou
A SunvAvA
T w?"ﬁ , syiar lalsudid
ﬂu1§;;ﬁﬂTﬁ1ﬁi1ﬁ'

velaaauBugeNtsa Insamsity | 5o anufianslaluguamnsTiuimsiugunm

uazAsinAnAvasiiuilnansdifinu radadrefiuiu

i1 unswswazBomimaiuaduiuagyajannelumsiide, swazidavestunoudea i
FowlfiAuag 18TumsUGR, Ui Tomifimades 1d5unnnsise uazamdesfionozdadiuonmsdion
n33%0 satammatlesiuazud lumndadunsie Taldondonimlumenmssusssvazdeadmiy
ditriaun1sisuTavnaon Bmitads1dumesnauaznsaeudomsdunmimmhinsansisaiuitoueoud
HwudSamiaslordhinduTasamsiduil

S T wdeiniidmidios WsudoyaiimAmiadnss Tomiuaz Inyomnmsidasamunsice uaz
annsoneudamiosatiiaumsiiuldnadie Taver Lifinansenulaq dedmudiluounauazBusenidivuld
Foyadamvesd il 1850010013580 usee limoumsdomssazilusoyana Taveninausiudoya
Tasaumnms3suniniy

mndmdiitedoslafiezaounmfvitunsite Samshannsedade TUst wagiung Ugitsined Tns
086-4167298 'ldnananian

wndmd 1T ums§ia linssnuiisey 13 ddansefadedulsesunmzasssunise3usssua
wiodun Ididninouanensssumsviosssumsitelunu mundnumand ausdinsmaniuoznguomani
unimedouiiaa ouusmsuuManu 4 Aamai sunewnsuama Seidauasilgy siahlsudid 73170 wie
Ande ldmamnoay Tnsdni 0 2441 9180 3aInsans 02 441 9181 mulunasyms

: v 2 5 3
dmududnladonanlenmssuosfidniaumsive nazniadeuanonnivseniilasaneauiidasmpiioseld

E -y 4 e
RT3 )t o1V 1 AHD....crserees e seesneeec ) |HUDYAUAZ YDA NG UOOY

= A o A

T BE——T P
| sa | caMRAT.




mgsung Ugiisanad MANLIN/ 172

Documentary Proof of The Committee for Research Ethics (Social Sciences)

This document is a record of review and approval/acceptance of a study protocol

% ok A %k %k ko Xk Xk

Protocol Title: SATISFACTION OF SERVICE QUALITY AND CONSUMER LOYALTY IN
HEALTH CARE : CASE STUDY OF LIVER FLUSHING COURSE AT
THUNYA-SAMUI HOLISTIC HEALTH CARE, SURATTANI PROVINCE
Principal Investigator: MS.NATTARIN PATHAPEERAVIPONG
Protocol No.: MU-SSIRB: 2016/214 (B1)
Type of approval/acceptance: Protocol Amendment:
A. Protocol Title change to ‘SATISFACTION OF SERVICE QUALITY
AND CONSUMER LOYALTY IN HEALTH CARE SERVICES : A CASE
STUDY OF LIVER FLUSHING TREATMENT’
Date of Approval: November 21, 2017

The Committee for Research Ethics (Secial Sciences) is in full compliance with
International Guidelines for Human Research Protection such as Declaration of Helsinki, The Belmont

Report.

(Emeritus Professor Dr. Santhat Sermsri)

Chairman

Office of The Committee for Research Ethics (Social Sciences), Faculty of Secial Sciences and Hurnanities, Mahidol University

Phuttamonthon 4 Rd., Salaya, Phuttamonthon District, Nakhon Pathom 73170, Tel.(662) 441 9180 Fax.(662) 441 9181
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