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 ���� !"#�$%&$�"'()*�+,�-./�ก��1"2��'"�3$%�"4ก5��,6�7�"8�"4*�+, �9 :�1ก��8� ก��;<�=>�ก<)8"' ?7')

=5+@)ก?@ �;<����1#�8�5/�*�+?�AB�# ก5)C&� !"#?5D<ก1 !��E�& ' /�ก��3$%�"44F���5! ,' ก,.;<�=>�ก

<)8"' ?7')=5+@)ก?@ ��$G,C�>5ก�+�8'C<*�+, �9 :�1ก��/7F8� ก��>HF*I�#=5+&$-��&,<4-5F<�ก"8-)E5"กJE+;<�
=>�ก�$%&�ก�$G,)4  !�กก��AKกJ�18�C�& ' �$G,�&��(�6�&�/3F/�ก���"4*�+, �9 :�1;<����@)ก?@ � -D< (1) 

Assurance and Safety (2) Responsiveness XKG��"%� 2 & ' (D<?*Y� Service Qualifier =5+ (3) Empathy XKG�?*Y�
& ' �$G(D<?*Y� Service Winner ก5)C&� !"#�6�?,�<4"3�$�$G>C��ก��'��!,<8-��&?7&�+,&!�ก8)-5�ก�*�+!6�=>�ก 

?1DG<1"2��?*Y�4"3�$3$%�"4*�+, �9 :�1ก5���$G,C�����<)8"' ?7')=5+@)ก?@ �/����1#�8�5�)ก]�+4"8,�&��(

�6�B*/3F=5+,�&��(/3F?*Y�=�����/�ก�� Benchmark *�+, �9 :�1/�ก��46�?� �ก��ก"8���1#�8�5<DG�]?1DG<

1"2��*�+, �9 :�1;<�,C�����=5+�6�B*,HCก��1"2��<)',�7ก��&8� ก�����ก��=1�#.;<�*�+?�AB�#

�4#��& <"�?*Y�ก��?1 G&�+4"8-)E:�1/�ก��/7F8� ก��=กC>HF*I�#'C<B*   

&(��(�&�)    4"3�$3$%�"4ก5��; ���<)8"' ?7')=5+@)ก?@ �; ก��*�+?& �*�+, �9 :�1; <)',�7ก��&8� ก�����

ก��=1�#.  

 

1. ���(� 

*a!!)8"� ก���"8�HF(K�*�+, �9 :�1ก��/7F8� ก��!�ก���1#�8�5�"b=5+���1#�8�5?<ก3�;<�>HF*I�#&$

-��&='ก'C��ก"� B&C�C�!+?*Y�4F��-��&1�F<&;<�8)-5�ก� ?-�DG<�&D<���ก��=1�#. ก��'<8,�<�'C<>HF*I�#�$G?;F�

,HCก�+8��ก���"กJ� ก���"4*�+, �9 :�1ก��/7F8� ก��!K��"8?*Y�, G�,6�-"c/�ก��*�+?& ��+4"8ก��/7F8� ก�� 

?1DG</7F���8(K�*ac7��$G!+�6�B**�"8*�)��+88=5+�6�B*,HC-��&1K�1</!,H�,)4;<�>HF�"88� ก��  ก��!"4ก���5! 
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,' ก,.:�#/����1#�8�5&$-��&,6�-"c&�ก;K%� ?1��+*�+, �9 :�1;<�ก�+8��ก���$G?ก$G#�;F<�ก"8ก��?-5DG<�#F�#

>HF*I�# *�+�"' ก���"กJ� =1�#. 1#�8�5 <)*ก�E.���ก��=1�#. '5<4!�?�3:"Ed.'C��] !+,C�>5�4#'��'C<

'F��)� -)E:�1 =5+-��&��4?�e�/�ก��'<8,�<�>HF*I�# 

 =>�ก<)8"' ?7')=5+@)ก?@ � (Emergency Department) ?*Y�4C��7�F�ก��/7F8� ก���$G'F<�ก��-��&
��4?�e� (Hก'F<�=&C�#6� =5+ก��/7F8� ก��>HF*I�#;<�=>�ก�$%B&C&$ก�����=>�5C��7�F�  ��&�"%�>HF*I�#B&C&$�<ก�,

?5D<ก���1#�8�5�$G'�'F<�ก��/�;E+?ก 4?7')@)ก?@ �B4F XKG�'C��ก"83C��?�5�*ก' �$G>HF*I�#,�&��(?5D<ก/3F8� ก��

���1#�8�5�$G'�B�F/!/�-)E:�1ก��8� ก��B4F 4"��"%�&�'�b��ก��/7F8� ก��;<�=>�ก<)8"' ?7')=5+@)ก?@ � !K�

?*Y�!)4,6�-"c=5+���1#�8�5�)ก=7C�!6�?*Y�'F<�&$/ก5F?-$#�ก"� !�ก-��&='ก'C��;<�='C5+���1#�8�5 �"%�

,:�1=�45F<& ก��ก6�7�4��#8�#;<�>HF8� 7�� ก��/7F-��&,6�-"cก"8!)4�$G='ก'C��ก"�=5+,�?7')<DG�] ,C�>5/7F

;F<&H5�$G/3F?*Y�4"3�$3$%�"4*�+, �9 :�1ก��/7F8� ก��;<�='C5+���1#�8�5/�,C��=>�ก<)8"' ?7')=5+@)ก?@ �
='ก'C��ก"�=&F!+&$'"�3$%�"48��'"��$Gก6�7�4B�F?*Y�&�'�b�����ก��=1�#.กe'�& 4F�#?7')�$%�6�/7FB&C,�&��(

?*�$#8?�$#8?1DG<7�-��&='ก'C��;<�-)E:�1=5+&�'�b��;<����1#�8�5='C5+=7C�B4F<#C��3"4?!� ก��,�F��
4"3�$3$%�"4�$G?*Y�&�'�b��ก5��!K�&$-��&,6�-"c?1DG<ก6�7�4?*h�7&�# ?*�$#8?�$#8�+4"8-��&,�&��(�+7�C��

���1#�8�5ก"8���1#�8�5<DG�] '5<4!�?*Y�=�����1"2��,C�����@)ก?@ �/����1#�8�5/7F<#HC:�#/'F

&�'�b��?4$#�ก"��"%����1#�8�5�"b=5+?<ก3�  ก���"4=5+?*�$#8?�$#8ก"8<�-.ก�<DG�!+�6�/7F,C�����@)ก?@ �

,�&��(1"2��'"�?<�/7F&$*�+, �9 :�1'<8,�<�-��&'F<�ก��;<�>HF*I�#B4F4$;K%�!��6�B*,HCก��1"2��ก��8� ก��

���ก��=1�#.;<�*�+?�AB�#'�&56�4"8 

 

2. ����
$����
��-�$  

���� !"#�$%&$�"'()*�+,�-./�ก��1"2��'"�3$%�"4ก5��,6�7�"8�"4*�+, �9 :�14F���5! ,' ก,.�$G,C�>5'C<ก��
/7F8� ก��>HF*I�#=5+&$-��&,<4-5F<�ก"8-)E5"กJE+;<�=>�ก<)8"' ?7')=5+@)ก?@ �;<����1#�8�5/�*�+?�A

B�# ?1DG<?*Y�=�����/�ก��,�F��ก5)C&'"�3$%�"4*�+, �9 :�1ก��8� ก��/�,C�����@)ก?@ �;<����1#�8�5�$G?*Y�

&�'�b��ก5�� �4#�8������Eก��&�$G?ก$G#�;F<�ก"8ก��3$%�"4*�+, �9 :�1;<��XC<)*��� ?กe8;F<&H5?8D%<�'F�4F�#

ก��,"&:�JE.?3 �5Kก8)-5�ก�*�+!6�7F<�@)ก?@ �/����1#�8�5:�-�"b=5+:�-?<ก3� !�ก�"%�!K��6�*�+?4e��$G

�C�,�/!&��8������Eก��&<$ก-�"%�  

ก5)C&� !"#B4F�6�ก��AKกJ�'�&ก�<8=��- 4�4#?� G&!�กก���8������Eก��&/�?�DG<�ก���"4
*�+, �9 :�1ก��8� ก�����ก��=1�#. !�ก�"%�AKกJ�ก���"4*�+, �9 :�1/�=>�ก<)8"' ?7')=5+@)ก?@ �/�='C5+

���1#�8�5 XKG�='C5+=7C�&$'"�3$%�"4*�+, �9 :�1ก���6����'C��ก"�=5+18�C�8��,C��#"�?*Y�*ac7� ?3C� ก��&$
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'"�3$%�"4�$G&�ก?ก �-��&!6�?*Y�, '"�3$%�"4B&C,+�F<�ก��46�?� ���� ?*Y�'F� ก5)C&� !"#!K�?7e��C�-��&$'"�3$%�"4�$G?*Y�

&�'�b��ก5��,6�7�"87�C�#���<)8"' ?7')=5+@)ก?@ � ?1DG</7F='C5+���1#�8�5,�&��(/3F'"�3$%�"4�$%?*�$#8?�$#8

*�+, �9 :�1ก��46�?� ����;<�'�ก"8=7C�<DG�B4F �4#?@1�+ก"8=7C��$G?*Y� Best Practice ?1DG<!+B4F���8

'6�=7�C�;<�'�?<�/�<)',�7ก��&=5+*�"8*�)�ก���6����/7F&$*�+, �9 :�1&�ก;K%� �"%��$%'F<�<�A"#-��&�C�&&D<

ก"��+7�C��,(��1#�8�5/�ก��=5ก?*5$G#�;F<&H5?1DG<ก��1"2��<�-.ก�4F�# 

 

3. ���/ก��0�����1�2 

ก��/7F8� ก�����ก��=1�#. (Health care) (D<B4F�C�?*Y�, �-F��H*=887�KG��$G'F<�<�A"#-��&�C�?3DG<(D<?*Y�
75"ก (Ramsaran-Fowder 2008 <F��(K� Bloom & Reeve,1990) ?�DG<�!�ก>HF�$G?;F��"8ก���"กJ�!+B&C,�&��(
*�+?& �-)E:�1/�ก��/7Fก���"กJ�B4F?�DG<�!�กB&C&$-��&�HF?�DG<�ก��=1�#. ?1��+@+�"%�>HF*I�#!+�6�ก��&<�7�, G�
<DG�?1DG<?*Y�?,&D<�'"�<F��< �/�ก��*�+?& �-)E:�1/�ก���"กJ� ,<4-5F<�ก"8 Padma et al. (2009) XKG��+8)
-)E5"กJE+;<�<)',�7ก��&�$%�C� 8� ก�����ก��=1�#.?*Y�8� ก���$G!"8'F<�B&CB4F�$G,)4 ?�DG<�!�ก>HF*I�#B&C,�&��(
�45<�, �-F�กC<�XD%<B4F=5+:�#75"�ก���"88� ก��กeB&C,�&��(*�+?& �B4F?�DG<�!�ก'F<�/3F-��&,�&��(?@1�+
��� �<ก!�ก�$% -)E:�1ก��8� ก��=5+-��&1K�1</!;<�>HF*I�#?*Y�, G�,6�-"c/�ก��,�F��-��&,�&��(/�ก��
=;C�;"�;<�<�-.ก� (Jabnoun and Chaker, 2003 <F��(K� Taylor, 1994) �6�/7F*�+?4e�;<�ก���"4*�+, �9 :�1/�
ก��/7F8� ก�����ก��=1�#./�& ' 'C��]B4F�"8-��&,�/!!�ก�"ก� 3�ก��75�#�C��4F�#ก"� �4#?&DG<���1#�8�5
B4F�"8�HF>5ก��*�+?& �*�+, �9 :�1ก��/7F8� ก��=5F� !+,�&��(�6�;F<&H5�$G&$&�/3F?*�$#8?�$#8<�-.ก�;<�'�ก"8-HC
=;C�;"�?1DG<�$G!+,�&��(1"2��'"�?<�;K%�/7F�"4?�$#&ก"8-HC=;C���#<DG�/�<)',�7ก��& !�กก���8������Eก��& 
18�C�&$�"ก� !"#75�#�C��4"4=*5�& ' ก���"4*�+, �9 :�1!�ก� 9$ SERVQUAL ;<� Parasuraman et al. (1985) 
�$Gก5C��(K� 5 & ' /�ก���"4*�+, �9 :�1/�:�-8� ก�� XKG�B4F=กC Reliability, Assurance, Tangibility, Empathy 
=5+ Responsiveness &�*�+#)ก'./3F�"4*�+, �9 :�1/����1#�8�5�4#ก���6�& ' 'C��]&�*�"8/3F'�&-��&
?7&�+,&ก"8;F<!6�ก"4;<�='C5+=7C� ?3C� Tucker and Adam(2001) (<F��(K�/� Padma, 2009) B4F/3F& '  Caring, 
Reliability, Empathy =5+ Responsiveness ?1DG<�"4*�+, �9 :�1;<����1#�8�5/�*�+?�A,7�"b<?&� ก� 
75"�!�ก�"%� Jabnoun and Chaker (2003) B4F�6�?,�< 5 & '  ?1DG<?*�$#8?�$#8*�+, �9 :�1;<����1#�8�5�"b
=5+���1#�8�5?<ก3�/�,7�"b<�7�"8?<& ?�',.�4#&$& '  Empathy =5+ Reliability ��&<#HC/� 5 & ' �"%� XKG� 
Boshoff and Gray (2004) �$G�6�ก��AKกJ����1#�8�5/�=<x� ก�/'F:�#/'F 7 & ' XKG���&(K� Empathy, Reliability 
=5+& '  Assurance �<ก!�ก�$% Ramsaran-Fowder (2008) B4F�6�?,�<& ' /�ก���"4-)E:�1ก��/7F8� ก��
ก��=1�#.?1 G&?' & 2 & ' !�ก SERVQUAL?*Y�=88!6�5<�/7&C?�$#ก�C� PRIVHEALTHQUAL ?1DG</7F?7&�+,&ก"8
ก���"4*�+, �9 :�1;<�ก��8� ก�����ก��=1�#.&�ก;K%�1�F<&;F<,"�?ก'�C�& '  Reliability ?*Y�& ' �$G,6�-"c�$G,)4/�
8� 8�;<�8� ก�����ก��=1�#. =&F!+&$;F<!6�ก"4�C�<�!B&C,�&��(*�+#)ก'./3F/�8� 8�;<�ก��8� ก�����
ก��=1�#./�*�+?�A<DG�]?�DG<�!�ก*a!!"#=�45F<&�$G='ก'C��ก"�  5C�,)4/�*z 2009 Padma =5+-E+B4F?,�<& '  8 
'"�/�ก��3$%�"4*�+, �9 :�18� ก��;<����1#�8�5!�กก5)C&'"�<#C��/�*�+?�A< �?4$# XKG�(K�=&F& ' /�;<�='C5+



4 

 

�C��!+&$3DG<?�$#ก�$G='ก'C��ก"�8F�� ='C�4#-��&7&�#5F��&$-��&-5F�#-5K�ก"�/����� !"#�$G?ก$G#�;F<�ก"8
<)',�7ก��&8� ก��ก��=1�#.   

,C��=��- 4<DG�]/�ก���"4-)E:�1ก��8� ก�����ก��=1�#.กeB4F&$ก��ก5C��(K�4F�#?-�DG<�&D<�$G/3F�"4
*�+, �9 :�1/�<)',�7ก��&*ก' ?3C�ก"� ?3C� ?-�DG<�&D< Balance Scorecard (Chan and Ho, no date) 7�D<ก��
&<�:�#/'F=��- 4;<�ก��8� 7��-)E:�1 (Total Quality Management ) !�ก Dugggirala et al.,(2008) ; =5+
#"�&$�-��ก���$G�C�,�/!!�กก��AKกJ�;<� Kelley and Hurst (2006) �$GB4F?,�<ก�<8=��- 4XKG�!"4�6�;K%�?1DG<
�-��ก�� The Health Care Quality Indicator(HCQI) ?1DG<,�F��ก�<8=��- 4;<�'"�3$%�"4*�+, �9 :�1���
ก��=1�#.!�ก*�+?�A,&�3 ก�$G��& 23 *�+?�A B4F=กC Effectiveness, Safety =5+ Responsiveness/Patient 
Centeredness XKG�8��& ' ,<4-5F<�ก"8 Purbey et al. (2006) �$G�6�?,�<& ' ก���"4-)E:�1-D< Efficiency, 
Effectiveness =5+ Flexibility ?3C�ก"� =,4�/7F?7e��C�B4F&$-��&1#�#�&�$G!+�6�?-�DG<�&D<=5+& ' ก���"4
*�+, �9 :�1'C��]?;F�&�*�"8/3F/�<)',�7ก��&8� ก�����ก��=1�#.!�ก�+�"G�(K�*a!!)8"�  

 

4. 0���� 0'��ก�����&�/���ก��� 4���ก���� 4��!�ก�!�� 

���ก5)C&� !"#B4F�6�ก��-"4?5D<ก& ' �$G?ก$G#�;F<�=5+,C�>5�4#'��'C<-)E:�1ก��/7F8� ก��/�7F<�@)ก?@ � 
=5+& ' 4"�ก5C��'F<�,<4-5F<�ก"8-)E5"กJE+;<�7F<�@)ก?@ �4F�#  !�กก���8������Eก��&=5+,"&:�JE.?3 �
5Kก?ก$G#�ก"8&)&&<�4F��ก�+8��ก���6����/�7F<�@)ก?@ �!�ก1#�8�5� 3�3$1�$G&$*�+,8ก��E.�6����&�กก�C� 10 
*z !6���� 3 �C�� (/3Fก��,)C&'"�<#C��=88'�&,+4�ก 7�D< Convenience Sampling) 18�C�=>�ก<)8"' ?7')=5+
@)ก?@ �?*Y�7�C�#/7F8� ก�����ก��=1�#.�$G?*�4/7F8� ก�� 24 3"G��&� �4#/7F8� ก���"กJ�1#�8�5=กC>HF*I�#�$G&$
-��&'F<�ก�����ก��=1�#.75�ก75�#�H*=88 B&C�C�!+?*Y� 4F��<�#)�ก��& 4F��A"5#ก��& ,H' ก��& ก)&��?�3
ก��& ?*Y�'F� =5+'F<�8� ก��4F�#-��&��4?�e�=5+(Hก'F<�'�&&�'�b�����ก��=1�#.=5+ก�+����,�9��E,);    

�<ก!�ก�$% &$���� !"#75�#=7C��6�?,�<& ' ก���"4*�+, �9 :�1ก��/7F8� ก��/�=>�ก<)8"' ?7')=5+@)ก?@ �
�$G75�ก75�# �4#ก5)C&� !"#B4F�6�ก��'"4& ' �$GB&C,<4-5F<�ก"8-)E5"กJE+;<�=>�ก� ?3C� & ' -��&�"8> 43<8'C<
,"�-& - Social responsibility 7�D< & ' :�11!�.;<����1#�8�5 - Corporate image (Padma et.al., 2009) 
��&�"%�& ' *�+, �9 :�1 (Effectiveness), *�+, �9 >5 (Efficiency) =5+-)E:�1ก��/7F8� ก�� (Quality of care) 
?�DG<�!�ก&$-��&7&�#�$Gก�F�� =5+7�ก>HF/7F8� ก�����ก��=1�#.,�&��(/7F8� ก��/�'"�& ' #C<#�$G&$>HF�6�� !"#=8C�
B�F=5F� >55"19.�$GB4F-D<ก��8� ก��!+&$*�+, �9 :�1 &$*�+, �9 >5 =5+&$-)E:�1�"G�?<� ก5)C&� !"#B4F�6�ก����&& ' 
�$G&$-��&7&�#?7&D<�ก"� 7�D<&$�"##+B*/����?4$#�ก"���&�"%�7&4 8 & '  *�+ก<8B*4F�# (1) Assurance and 
safety (2) Continuous Improvement (3) Communication (4) Empathy (5) Facility (6) Flexibility (7) 
Personnel Quality (8) Responsiveness 4"�=,4�/�'�����$G 1 

!�ก'�����$G 1 ?*Y�ก���6�?,�<& ' /7&C�"%� 8 4F���$G���ก5)C&� !"#B4F-"4?5D<ก&� �4#/7F-6�!6�ก"4-��&
,6�7�"8='C5+& '  ?1DG</7F>HF�$G�6�B*/3F&$-��&3"4?!�/�='C5+& ' =5+,�&��(?7e�-��&='ก'C��;<�='C5+& '  
�<ก!�ก�"%� '����4"�ก5C��B4F&$ก���6�?,�<& ' #C<#XKG�B4F&�!�กก���8������Eก��&=5+��#3DG<�"ก� !"#�$GB4F
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�6�?,�< XKG�!�ก'����!+?7e��C�& ' ?กC��$GB4F&�!�กก���8������Eก��&�"%� �"ก� !"#B4F�6�?,�<& ' �4#/3F-6��$G
='ก'C��ก"� ='C-��&7&�#�"8XF<�ก"� ก5)C&� !"#!K�B4F��&ก5)C&& ' 4"�ก5C��?*Y� 8 & '  XKG�&$-��&7&�#-�<8-5)&
�)ก& ' �$G,+�F<�-)E:�1ก��/7F8� ก��/�7F<�@)ก?@ � 

!�ก�"%�ก5)C&� !"#!K�B4F�6�ก���4,<8& ' �"%� 8 & ' �4#=88,<8(�&!�กก5)C&'"�<#C���$G?*Y�1#�8�5=5+
=1�#./�,C�����@)ก?@ �!�ก���1#�8�5�"%�7&4 3 =7C� (���1#�8�5�"b 2 =7C� !6���� 31 -� =5+���1#�8�5
?<ก3� 1 =7C� !6���� 8 -�) ?1DG<�$G!+�6�ก���4,<8& ' 4"�ก5C���C� 8)-5�ก�/�7F<�@)ก?@ �B4F/7F-��&,6�-"cก"8
& ' /48F�� ��&(K�,6���!-��&?7&�+,&�$G!+�6�& ' �$G-"4?5D<ก&�1 !��E�?*Y�'"�3$%�"4*�+, �9 :�1 �4#?�D%<7�/�
=88,<8(�&!+?*Y�ก��/7F-+=��-��&,6�-"c/�='C5+& ' �"%� 8 & ' �4#?กEd.ก��/7F-+=��!+/7F-+=��=88 
Likert scale 0-3 �4# 0 -D<ก��B&C/7F-��&,6�-"c?5# =5+ 3 -D<ก��/7F-��&,6�-"c&�ก�$G,)4 >5�$GB4F!�กก��
*�+&�5>5=88,<8(�&-D< >HF�6�=88,<8(�&B4F/7F-��&,6�-"cก"8& ' �"%� 8 & '  7�D<B&C&$& ' /4B4F-+=��'G6�ก�C� 
1.5 ?5# XKG�7&�#-��&�C��)ก& ' /7F-��&,6�-"c/��+4"8ก5��;K%�B* 

<#C��B�กe'�& 7�ก1 !��E�/�=�C;<�ก��?5D<ก& '  Service Qualifier =5+ Service Winner 18�C�8��& ' 
B&CB4F=,4�(K� Service Qualifier ;<�7F<�@)ก?@ � ?3C� & ' 4F�� Continuous Improvement ?*Y�'F� 4"��"%�ก5)C&
� !"#!K�-"4?5D<ก?@1�+& ' �$G,<4-5F<�ก"8ก��?*Y� Service Qualifier '�&-)E5"กJE+;<�7F<�@)ก?@ �&�ก�$G,)4 2 
& '  -D< Responsiveness =5+ Assurance and Safety =5+?1 G&/�,C��;<� Empathy ?*Y�& ' �$G?*Y�5"กJE+;<� 
Service Winner <$ก 1 & '  4F�#?7')>54"��$% 

• Responsiveness : =>�ก<)8"' ?7')=5+@)ก?@ �'F<�/7F8� ก��=กC>HF*I�#<#C����4?�e� XKG�-��&
�F���#;<�=>�ก��$% -D< B&C,�&��(-�4ก��E.!6����=5+�+4"8-��&�)�=��;<�>HF*I�#�$G?;F�&�
�"8ก���"กJ�B4F ���=>�ก�!K�'F<�&$�"%�8)-5�ก�=5+<)*ก�E.���ก��=1�#.�$G1�F<&�"8&D<ก"8�)ก
,(��ก��E. B4F<#C����4?�e� '"%�='Cก��*�+?& �<�ก��!�(K�ก���"กJ�>HF*I�# ��4?�e� ?1DG<
!6�7�C�#>HF*I�#<<ก!�ก=>�ก�/7F?�e��$G,)4 

• Assurance and Safety : &$=1�#. 1#�8�5 =5+<)*ก�E.���ก��=1�#.�$G1�F<&/7F8� ก��=กC
>HF*I�#�)ก�+4"8 ?1DG</7F>HF*I�#?ก 4-��&B�F���/!=5+'�+7�"ก(K�-��&*5<4:"#�$G!+?ก 4;K%�ก"8
3$� '>HF*I�#  

• Empathy : =&F�C�& ' �$%!+B&C'��ก"8-)E5"กJE+;<�=>�ก� ='Cก��/7F-��&?<�/!/,C/�ก��4H=5
�"กJ�<#C��,):�1=5+?�C�?�$#& !+,C�>5'C<-��&1K�1</!;<�>HF*I�#  XKG�>HF/7F8� ก�����ก��
=1�#.B&CB4F-6��K�(K�?�C��$G-�� !K��6�/7F& ' �$%?*Y�ก��,�F��-��&='ก'C��/�ก��/7F8� ก�����
ก��=1�#.=5+,�&��(�6�/7F=>�ก<)8"' ?7')=5+@)ก?@ �?*Y� Service Winner B4F 

 
!�ก;F<&H5;F��'F� ก5)C&� !"#B4F-"4?5D<ก& ' ,6�7�"8ก��/7F8� ก��ก��=1�#./�=>�ก<)8"' ?7')=5+@)ก?@ � �$G&$

5"กJE+?*Y� Service Qualifier 2 & ' =5+& ' �$G?*Y� Service Winner <$ก 1 & '  ?1DG<!"47&�47&HC/7F?;F�ก"8ก !ก��&
75"ก����5! ,' ก,.�$G,+�F<�ก�+8��ก���6����/�=>�ก ?1DG<�6�&�-"4?5D<ก4"3�$3$%�"4*�+, �9 :�1?*Y�56�4"8'C<B* 

5. ��	�
	
����&�/���ก��� 4���ก�������ก!�ก�!�� 
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75"�!�ก�$GB4F-"4?5D<ก 3 & ' 4"�;F��'F�=5F� ;"%�'C<B*-D<ก��-"4?5D<ก4"3�$3$%�"4-)E:�1ก��/7F8� ก��/�
=>�ก@)ก?@ � !�กก���8������Eก��&=5+?กe8;F<&H54"3�$3$%�"4*�+, �9 :�1/�7F<�@)ก?@ �!�ก���1#�8�5�"b
=5+?<ก3�/�*�+?�AB�#!6���� 24 =7C� =8C�?*Y����1#�8�5�+4"8*b&:H&  2 =7C� �)' #:H&  16 =7C� =5+'' #
:H&  6 =7C� �4#�6�ก��?กe8;F<&H5!�ก���1#�8�5�4#'�� 9 =7C� =5+!�ก;F<&H5<<�B5�.;<����1#�8�5<$ก 15 
=7C� ?1DG<�6�&�-"4?5D<ก4"3�$3$%�"4*�+, �9 :�1�4#1 !��E�-��&?7&�+,&ก"8 3 & ' �$GB4F-"4?5D<กB�FกC<�7�F�
*�+ก<8ก"8ก��!"4*�+?:�;<�'"�3$%�"4'�&ก !ก��&75"ก4F���5! ,' ก,.;<� Stock & Lambert (2006) �$G?ก$G#�ก"8
;F<�ก"8ก�+8��ก���6����/�7F<�@)ก?@ � 

!�กก��AKกJ����Eก��&?ก$G#�ก"8ก !ก��&75"ก���4F���5! ,' ก,. (Key Logistics Activities) 18�C� 
Stock & Lambert (2006) B4F=8C�ก !ก��&75"ก4F���5! ,' ก,.<<ก?*Y� 9 ก !ก��& XKG�B4F=กC 

1. ก��/7F8� ก��=กC5Hก-F�=5+ก !ก��&,�"8,�)� (Customer Service and Support) 
2. ก��!"4XD%<!"47� (Purchasing and Procurement) 
3. ก��,DG<,��4F���5! ,' ก,.=5+ก�+8��ก��,"G�XD%< (Logistics Communication and Order 

Processing) 
4. ก��;�,C� (Transportation) 
5. ก��?5D<ก,(���$G'"%�;<�������=5+-5"�, �-F� (Facilities Site Selection, Warehousing and 

Storage) 
6. ก�����=>�7�D<ก��-�4ก��E.-��&'F<�ก��;<�5Hก-F� (Demand Forecasting/Planning) 
7. ก��8� 7��, �-F�-�-5"� (Inventory Management) 
8. ก��!"4ก��?-�DG<�&D<?-�DG<�/3F'C��] =5+ก��8��!)7$87C< (Materials Handling and Packaging) 
9. �5! ,' ก,.#F<�ก5"8 (Reverse Logistics) 

ก5)C&� !"#B4F�6�ก��1 !��E�ก !ก��&/�7F<�@)ก?@ ��$G,<4-5F<�ก"8 9 ก !ก��&4F���5! ,' ก,.4"�=,4�/�
'�����$G 2 XKG�;F<&H5!+&�!�กก���8������Eก��&=5+ก��,"&:�JE.1#�8�5�$G*� 8"' ���/�7F<�@)ก?@ �;<�
���1#�8�5�"b=5+?<ก3� XKG�;F<&H5�$GB4F&$-��&,<4-5F<�ก"� ก5C��-D<;"%�'<�-C<�;F��3"4?!�=5+B&C='ก'C��ก"� 
'�&ก�+8��ก��75"ก!�ก*�+?,� b (2545) =8C�ก�+8��ก��B4F4"��$% 

1. ก��=#ก*�+?:�>HF*I�#7�"ก7�D<?8� 'F<��"กJ��$84C��7�D<B&C (Triage or Sorting) 
2. ก���6�/7F>HF*I�#<#HC/�,:�1�$G4$ (Stabilize) 
3. ก��?5D<ก�C�>HF*I�#��#/4&$-��&!6�?*Y��$G'F<��"กJ��$84C�� (Priority) -���"กJ�'C<<#C��B� 
4. ก��,C�'C<>HF*I�#/7Fก"8>HF?3$G#�3�c?@1�+��� (Refer) 
5. ก��1 !��E��C�>HF*I�#��#/4<#HC/�,:�14$�$G,�&��(ก5"88F��B4F (Discharge) 
6. ก��?�h�4H<�ก��>HF*I�# (Observe) 
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'�����$G 1: =,4�& ' /7&C/�ก���"4-)E:�1ก��/7F8� ก�����ก��=1�#. 

& ' !�ก���Eก��& �"ก� 3�ก��>HF?,�< & ' /7&C�$G�6�?,�< � #�& 

Assurance, Security, Reliability/fair/equitable 
treatment, Safety indicators, Errors, Safety and 
risk management, Trustworthiness  

Tucker & Adam (2001), Boshoff & 
Gray (2004), Ramsaran-Fowder 
(2008), Duggirala et al.,(2008), 
Purbey et al.,(2006), Padma et 
al.,(2009) 

Assurance and Safety 

-��&,�&��(/�ก��/7F8� ก��<#C��(Hก'F<�?3DG<(D<B4F =5+?,&<:�- ก��?<�/!/,C
4H=5�"กJ�>HF*I�# 3DG<?,$#� -��&&"G�/!;<�>HF*I�#=5+-��&�HF,Kก*5<4:"#?&DG<<#HC�$G
���1#�8�5 ก��8� 7��-��&?,$G#�/����1#�8�5 ?3C� ก���"4-��&> 415�4!�ก
ก���"กJ� ��&(K�-��&,�&��(/�ก��/7F8� ก��;<����1#�8�5?3C�?4$#�ก"8�$G
��JE�        

Top management commitment & leadership, 
Measurement of hospital performance, 
Continuous improvement, Benchmarking, Union 
influence 

Duggirala et al.,(2008) Continuous Improvement  
ก��1"2��<�-.ก�<#C��'C<?�DG<�  &$�+88�"4*�+, �9 :�1ก��8� ก���$G,�&��(�"4
'�?<�?*�$#8?�$#8ก"8>HF=;C�;"��$G4$�$G,)4/�<)',�7ก��&?1DG<ก��1"2��<�-.ก�/7F4$
;K%� >HF8� 7��=5+,7:�1;<�<�-.ก�/7Fก��,�"8,�)�ก��1"2��<#C��!� �!"�  

Communication, Process of clinical care, 
Administrative procedures 

Boshoff & Gray (2004), Duggirala 
et al.,(2008) 

Communication 
ก��/7F;F<&H5<�ก�� ก���"กJ� ก��4H=5'�?<�/�ก��x���xH75"�ก���"กJ�;<�>HF*I�# 
*�+,8ก��E.=5+ก���"8�HF�$G>HF*I�#B4F�"8!�กก�+8��ก��ก���"กJ�/�3C���$G>HF*I�#<#HC
/����1#�8�5 '"%�='Cก�+8��ก���$G�"8>HF*I�#?;F�&�!�ก�+�"G�!6�7�C�#<<กB* 

Empathy of nursing staff, Patient focus, Service 
culture 

Tucker & Adam (2001), Boshoff & 
Gray (2004), Duggirala et al.,(2008) 

Empathy 

ก��'<8,�<� -��&?7e�<ก?7e�/! ก��?<�/!/,C;<�8)--5�ก��"กJ�1#�8�5 /7F
-��&,6�-"c�"%�ก"8-�<8-�"�>HF*I�#=5+>HF&�?#$G#&=5+-��&'F<�ก��;<�>HF*I�#<#C��
,&G6�?,&<  �"A�-' �$G4$=5+<8<)C�/�ก��8� ก��;<�>HF/7F8� ก�����ก��=1�#.=5+
���,�"8,�)�  

Tangibles ,Equipment and records, Infrastructure, 
Hospital Facilities, Hospital Information system, 
Infrastructure 

Ramsaran-Fowder (2008), Lim & 
Tang (2000), Duggirala et al., 
(2008), Padma et al., (2009), 
Tucker & Adam (2001) 

Facility  

, G�<6���#-��&,+4�ก/����1#�8�5�$G!"8'F<�B4F7�D<,:�1=�45F<&�$GB4F,�F��
;K%�&��$G!+�6�/7F>HF*I�#�HF,Kก,+4�ก,8�#;K%�?3C� 7F<�, <�7��, ?'$#�, 8� ก���( 
Ambulance, #�, 9��-��?5D<4 ��&(K�:�15"กJE. -��&(Hก'F<�'�&,);5"กJE+ 
-��&,+<�4;<����1#�8�5 =5+<)*ก�E.���ก��=1�#.�$G-�8-�"� *�+, �9 :�1
;<��+88;F<&H5;<����1#�8�5 
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0���-�ก���/ก��0  ��ก��	�ก���K4���� 0���� 0'�
��(����� ��$�0 

Process flexibility, Volume flexibility, Mix flexibility Purbey et al.,(2006) Flexibility 

-��&#D47#)C�/�ก���"8&D<ก"8,(��ก��E.�$G?*5$G#�=*5� ?3C� -��&,�&��(/�ก��
�"8&D<ก"8ก��?*5$G#�=*5�!6����;<�-�B;F�$G&$-��&>"�>��B4F<#C���"��C���$ 
-��&#D47#)C�/�ก��=5ก?*5$G#�=1�#.:�#/����1#�8�5 -��&��4?�e�/�ก��,C�
'C<>HF*I�#B*#"����1#�8�5<DG�]   

Supporting skills, Core medical service / 
professionalism/ skills/ competence, Personnel 
quality, Human resource management in the 
hospital, Employee focus management, Process 
of clinical care 

Tucker & Adam (2001), Ramsaran-
Fowder (2008), Duggirala et 
al.,(2008), Padma et al.,(2009) 

Personnel Quality  

-��&�HF-��&,�&��( �"กJ+=5+-��&?*Y�&D<<�3$1;<�=1�#.=5+1#�8�5 �"กJ+
;<�>HF*� 8"' ���,�"8,�)� &$;"%�'<�/�ก��-"4?5D<ก=5+!F����"1#�ก�8)--5;<�
<�-.ก� &$ก��<8�&?1DG</7F&"G�/!�C���"1#�ก��$G&$,�&��(�6����B4F<#C��(Hก'F<�'�&
7�F��$G;<�'� ?7e�-��&,6�-"c/�ก��&$,C���C�&;<�1�"ก���?1DG<ก��1"2��
-)E:�18� ก��=5+/7Fก��,�/!-��&'F<�ก��;<�>HF*� 8"' ���  

Administrative responsiveness, Responsiveness 
of administrative staff, Physician responsiveness 

Boshoff & Gray (2004), Hasin et 
al.,(2001), Tucker & Adam (2001), 
Lim & Tang (2000), Kelley & Hurst 
(2006), Ramsaran-Fowder (2008) 

Responsiveness 
-��&��4?�e�/�ก���"8?;F��"กJ�,-��&,�&��(/�ก��=กFB;*ac7�, -��&!� �/!/�
ก��=กF*ac7� =5+ก��'<8�"8'C<-6��F<�;< &$ก��'<8,�<��$G?�e� &$-��&?'e&/!/�
ก��3C�#?75D<5Hก-F�<#C��?�e��$G,)4 

�$G&�: ก5)C&� !"# (2553) 
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'�����$G 2: =,4�ก !ก��&/�7F<�@)ก?@ ��$G&$-��&,<4-5F<�ก"8ก !ก��&�5! ,' ก,. 

ก�-ก��0 
�ก�4��#
-����ก�2 ก�-ก��0��$�� 4��!�ก�!�� 
ก��/7F8� ก��=กC5Hก-F�=5+ก !ก��&,�"8,�)� ก��4H=5?<�/!/,C>HF*I�# 
ก��!"4XD%<!"47� ก��!"47�8)-5�ก�=5+?-�DG<�&D<���ก��=1�#. 

ก��,DG<,��4F���5! ,' ก,.=5+ก�+8��ก��,"G�XD%< 
ก��,DG<,���+7�C��=1�#.ก"8-�B;F =5+ ก��,DG<,���+7�C��
8)-5�ก����ก��=1�#. 

ก��;�,C� ก���<�#F�#>HF*I�#B*#"�=>�ก<DG�7�D<,(��1#�8�5<DG� 
ก��?5D<ก,(���$G'"%�;<�������=5+-5"�, �-F� ก��!"4���>"� (Layout) :�#/�=>�ก� 
ก�����=>�7�D<ก��-�4ก��E.-��&'F<�ก��;<�5Hก-F� -B&C&$- 
ก��8� 7��, �-F�-�-5"� -B&C&$- 

ก��!"4ก��?-�DG<�&D<?-�DG<�/3F'C��] =5+ก��8��!)7$87C< -B&C&$- 

�5! ,' ก,.#F<�ก5"8 -B&C&$- 

�$G&�: ก5)C&� !"# (2553) 

!�กก��1 !��E� ก5)C&� !"#B4F-"4?5D<กก !ก��&�$G?ก$G#�;F<�&� 3 ก !ก��& B4F=กC ก��/7F8� ก��=กC5Hก-F�=5+
ก !ก��&,�"8,�)�, ก��,DG<,��4F���5! ,' ก,.=5+ก�+8��ก��,"G�XD%< =5+ ก��;�,C� ,C��ก !ก��&�$G?75D<!+B&C�6�&�
1 !��E� (�+8)/�'�����C�B&C&$) ?3C� ก��!"4XD%<!"47�?*Y�ก !ก��&�5! ,' ก,./����1#�8�5�$GB&C,�F��&H5-C�/�,�#'�
5Hก-F� (Pan Z. and Pokharel P., 2007) 7�D<ก !ก��&4F��ก��8� 7��, �-F�-�-5"�XKG����1#�8�5?*Y�9)�ก !8� ก��  
�4#ก��8� ก��B&C,�&��(,�F��;K%�=5+?กe8B�FB4F 4"��"%�!K�B&C,�&��(?กe8?*Y�, �-F�-�-5"�B4F (Davis F.W. and 
Manrodt K.B.,1994) ?*Y�'F� !�ก�"%�!K��6�4"3�$%3$%�"4�$G?7&�+,&,<4-5F<�ก"8& ' =5+ก !ก��&����5! ,' ก,. !"4?*Y�
'"�3$%�"4*�+, �9 :�1ก��*� 8"' ���;<�=>�ก@)ก?@ �4"�=,4�/�'�����$G 3 

 

'�����$G 3: =,4�4"3�$3$%�"4�$G?ก$G#�ก"8& ' =5+ก !ก��&�5! ,' ก,. 

Key Dimensions / 
Key  Logistics Activities 

Responsiveness Assurance & Safety Empathy 

Customer service and support 

�+#+?�5�?@5$G#�$G/3F/�7F<�@)ก?@ �
?@1�+ก�E$�$G>HF*I�#&��"กJ�/�7F<�
@)ก?@ �=5+=1�#.<�)c�'/7Fก5"8
8F��B4F (Average Length of stay) 

�F<#5+;<�>HF*I�#�$G�+8)/�
=88,<8(�&�C�B4F�"8�HF;F<&H5
<�ก��=5+� 9$*� 8"'  

-+=��-��&1K�1</!
�4#��&!�ก
=88,<8(�&-��&1K�
1</!;<�>HF*I�# 

<"'��ก��ก5"8&��"กJ�X%6�4F�#
<�ก��?4 &:�#/� 48 3&. 

Logistics communication and 
order processing 

�F<#5+;<�>HF*I�#�$G�+8)/�
=88,<8(�&�C�B4F�"8ก��'<8,�<�
-��&'F<�ก��?&DG<&$ก���F<�;< 

<"'��ก��=1F#�!�กก��/7F#�/�
7F<�@)ก?@ � 

�F<#5+;<�>HF*I�#�$G�+8)/�
=88,<<8(�&�C�B&CB4F
�"8=!F�?7')�$G'F<��<กC<�
18=1�#. 

<"'��ก��/7F#� ,���%6� ?5D<4
> 415�4 
�F<#5+;<�-��&(Hก'F<�/�ก��
!"4�+4"8-��&�)�=��;<�>HF*I�#
(ก��-"4ก�<�) 

Transportation 
<"'��ก��<<ก�( Ambulance '"%�='C
;<�((K��(<<กB4F:�#/��+#+?�5�
�$Gก6�7�4 (5 ���$) 

ก���<�#F�#>HF*I�#�4#B&C?ก 4
-��&;"4;F<�(Transferred 
without complication) 

N/A 

�$G&�: ก5)C&� !"# (2553) 
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6. �
ก������� 

4"3�$ก5��3$%�"4*�+, �9 :�1ก��/7F8� ก��/�=>�ก<)8"' ?7')=5+@)ก?@ �3)4�$%*�+ก<8B*4F�#'"�3$%�"4!6���� 11 
'"� -�<8-5)&ก !ก��&/�=>�ก��"%� 6 ก !ก��& ,<4-5F<�ก"8& ' �$G,+�F<�*�+, �9 :�1ก��/7F8� ก��/�=>�ก� �$G
,�&��(=,4�(K�ก��?*Y� Service Qualifier -D< Responsiveness, Assurance & Safety =5+& ' �$G,+�F<�(K�ก��?*Y� 
Service Winner -D< Empathy ��&�"%�ก5)C&4"3�$3$%�"4�$G=8C�B4F 3 ก5)C&'�&ก !ก��&75"ก����5! ,' ก,. �4#4"3�$3$%�"4�$G 1-
3 -D<ก !ก��&4F�� Customer Service and Support 4"3�$3$%�"4�$G 4-9 -D<ก !ก��&4F�� Logistics Communication and 
Order Processing =5+4"3�$3$%�"4'"��$G 10-11 -D<ก !ก��&4F�� Transport !�กก��?,�<4"3�$3$%�"44"�ก5C�� ���ก5)C&� !"#
B4F�6�3)44"3�$3$%�"4�$%B*�4,<8�"4>5ก"8���1#�8�5:�-�"b=5+���1#�8�5:�-?<ก3�<#C��5+ 1 =7C� 4"�=,4�>5/�
'�����$G  4 

 

 

 

'�����$G 4: 4"3�$ก5��3$%�"4*�+, �9 :�1ก��/7F8� ก��/�=>�ก<)8"' ?7')=5+@)ก?@ � 

56�4"8 4"3�$3$%�"4 
���1#�8�5�"b 

A 

���1#�8�5?<ก3� 

B 

1 
�+#+?�5�?@5$G#�$G/3F/�=>�ก<)8"' ?7')=5+@)ก?@ �?@1�+ก�E$�$G>HF*I�#&��"กJ�/�=>�ก�=5+=1�#.

<�)c�'/7Fก5"88F��B4F (Average Length of Stay) 
120 ���$ 40 ���$ 

2 �F<#5+;<�>HF*I�#�$G�+8)/�=88,<8(�&�C� B4F�"8ก��'<8,�<�-��&'F<�ก��?&DG<&$ก���F<�;< 88.57% 89.65% 

3 
�+#+?�5��$G�( Ambulance <<ก?4 ����!�ก���1#�8�5'"%�='C&$ก��=!F�-��&'F<�ก���(:�#/�

�+#+?�5��$Gก6�7�4 (5 ���$) 
N/A* N/A* 

4 �F<#5+;<�>HF*I�#�$G�+8)/�=88,<8(�&�C�B4F�"8�HF;F<&H5<�ก��=5+� 9$ก��*� 8"'  85.71% 100% 

5 <"'��ก��ก5"8&��"กJ�X%6�4F�#<�ก��?4 &:�#/� 48 3"G��&� 6.864% 0% 

6 <"'��ก��=1F#�!�กก��/7F#�/�=>�ก� 0.597% 0.002% 

7 <"'��ก��/7F#� ,���%6� ?5D<4 > 415�4 1.49% 0% 

8 �F<#5+;<�-��&(Hก'F<�/�ก��!"4�+4"8-��&�)�=��;<�>HF*I�# (ก��-"4ก�<�) 99.93% 100% 

9 ก���<�#F�#>HF*I�#�4#B&C?ก 4-��&;"4;F<� (Transferred without complication) N/A* 0% 

10 -+=��-��&1K�1</!�4#��&!�ก=88,<8(�&-��&1K�1</!;<�>HF*I�# 1.94 2.62 

11 �F<#5+;<�>HF*I�#�$G�+8)/�=88,<8(�&�C�B&CB4F�"8=!F�?7')�$G'F<��<กC<�18=1�#. 43.47% 7.69% 

          *7&�#?7'): N/A 7&�#(K�'"�3$%�"4�$G���ก5)C&B&C,�&��(?;F�(K�;F<&H5 

�$G&� : ก5)C&� !"# (2553) 

 '����;F��'F�=,4�>5�4,<8;<�3)44"3�$ก5��3$%�"4*�+, �9 :�1ก��/7F8� ก��/�=>�ก<)8"' ?7')=5+@)ก?@ �/�
���1#�8�5!6���� 2 =7C� >5�$GB4F-D< ���1#�8�5?<ก3� B &$*�+, �9 :�1ก��/7F8� ก��/�=>�ก<)8"' ?7')=5+@)ก?@ �
/��)ก]'"� �4#?@1�+<#C��# G��+#+?�5�?@5$G#�$G/3F/�=>�ก<)8"' ?7')=5+@)ก?@ �/�ก�E$�$G>HF*I�#&��"กJ�/�=>�ก�=5+
=1�#.<�)c�'/7Fก5"88F��B4F 7�D< Average Length of Stay �4#���1#�8�5�"b A &$?�5�?@5$G#<#HC�$G 120 ���$ /�;E+
�$G:�-?<ก3�<#HC�$G 40 ���$ ,6�7�"8/�& ' 4F�� Empathy �$G8C�8<ก(K�-��&?*Y� Service Winner �"%� ���1#�8�5
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:�-�"b A &$�F<#5+;<�>HF*I�#�$G�+8)/�=88,<8(�&�C� B&CB4F�"8=!F�?7')�$G'F<��<กC<�18=1�#.�"%�&$<"'��,H�(K�  
43.47% /�;E+�$G:�-?<ก3�&$<"'��<#HC�$G 7.69% ='C<#C��B�กe'�& -+=��-��&1K�1</!�4#��&!�ก=88,<8(�&
-��&1K�1</!;<�>HF*I�#�"%� ���1#�8�5�"%�,<�=7C�&$-+=���$G<#HC/�?กEd.�$G4$ ก5C��-D<�"4�4#ก��/3F Likert scale /�
ก��/7F-+=���+4"8 0 � 3 �4# 0 -D<>HF*I�#B&C1</!?5# =5+ 3 -D<>HF*I�#1</!&�ก�$G,)4 XKG��"%�,<�=7C�B4F-+=��
&�กก�C� 1.5 �4#���1#�8�5?<ก3�&$-+=���$G,H�ก�C�?5eก�F<# XKG�?*Y�-+=���$G,+�F<�(K�-��&?*Y� Service Winner 
;<����1#�8�5  
 <#C��B�กe'�& 4"3�$ก5��8��'"�B&C&$ก��?กe8;F<&H5B�F B4F=กC 4"3�$3$%�"4�$G 3 ��+#+?�5�/�ก��<<ก�( Ambulance 
:�#/��+#+?�5��$Gก6�7�4 (5 ���$)� =5+4"3�$3$%�"4�$G 9 �;F<&H5?�DG<�ก���<�#F�#>HF*I�#�4#B&C?ก 4-��&;"4;F<��$G
���1#�8�5�"b A� B&CB4F&$ก��?กe8;F<&H5 ?�DG<�!�ก3)44"3�$3$%�"4�$%?*Y�ก��?� G&'F��4,<8�6�/7F;F<&H58��<#C��<�!?*Y�
;F<&H5�$G#"�B&CB4F&$ก��?� G&/3F/�ก��?กe8;F<&H5!� �;<����1#�8�5 �6�/7F#"�B&C,�&��(?*�$#8?�$#8ก"�B4F�"G�?<�   
 

7. �����
ก����-�$ 

ก��� !"#�$%&)C�?,�<3)44"3�$3$%�"4ก5��?1DG</3F�"4*�+, �9 :�1ก��/7F8� ก��/�=>�ก<)8"' ?7')=5+@)ก?@ �/�8� 8�
;<�*�+?�AB�# �4#���ก5)C&� !"#B4F-"4?5D<ก& ' �$G,+�F<�*�+, �9 :�1ก���6����/�=>�ก<)8"' ?7')=5+@)ก?@ �!�ก
ก���8������Eก��&!6���� 8 & '  =5+B4F�6�ก��-"4?5D<ก& ' �$G,�&��(,+�F<�-)E5"กJE+;<�=>�ก<)8"' ?7')=5+
@)ก?@ � 2 & '  -D< Responsiveness =5+ Assurance & Safety ?�DG<�!�ก?*Y�& ' �$G,<4-5F<�ก"8-)E5"กJE+;<�=>�ก
�&�ก�$G,)4 =5+(D<B4F�C�?*Y� Service Qualifier ;<�ก��8� ก�����ก��=1�#./�=>�ก� <$ก�"%�B4F�6�ก��-"4?5D<ก& '  
Empathy ?*Y�& ' �$G 3 =&F�C�!+B&CB4F,+�F<�-)E5"กJE+;<�=>�ก��4#'��='C,C�>5'C<-��&1K�1</!;<�>HF*I�#=5+
c�'  !K�(D<B4F�C�?*Y�& ' �$G,6�-"c?1��+ก��8� ก�����ก��=1�#.-��&1K�1</!;<�5Hก-F�กe?*Y�, G��$G,6�-"c?3C�ก"�?&DG<& ' 
�$%,�&��(=,4�-��&B4F?*�$#8/�ก��/7F8� ก��=5+<#HC�<ก?7�D<-)E5"กJE+;<�=>�ก� !K�(D<B4F�C�& ' 4"�ก5C��8C�8<ก
(K�ก��?*Y� Service Winner ;<�<)',�7ก��&  

 !�ก�"%� ก5)C&� !"#�6�& ' �"%� 3 &�!"47&�47&HCก"8ก !ก��&75"ก����5! ,' ก,. �4# 3 ก !ก��&�$G,<4-5F<�=5+
-�<8-5)&ก !ก��&/�=>�ก<)8"' ?7')=5+@)ก?@ � -D< (1) Customer Service and Support (2) Logistics 
Communication and Order Processing =5+ (3) Transport ���ก5)C&� !"#B4F�6�ก���4,<83)4;<�4"3�$3$%�"4
*�+, �9 :�1ก��/7F8� ก��/�=>�ก�/����1#�8�5 2 =7C� -D<���1#�8�5:�-�"b 1 =7C�=5+���1#�8�5?<ก3� 1 
=7C�  
 �4#,�)* ก5)C&� !"#B4F�6�?,�<3)4;<�4"3�$3$%�"4*�+, �9 :�1ก��/7F8� ก�����ก��=1�#./�=>�ก<)8"' ?7')=5+
@)ก?@ �/�8� 8�;<�*�+?�AB�#!6���� 11 '"� =8C�?*Y� 2 ก5)C&/7cC -D< (1) 4"3�$3$%�"4!6���� 9 '"� �$G8C�8<ก(K�ก��
?*Y� Service Qualifier ;<�=>�ก<)8"' ?7')=5+@)ก?@ � �4#,+�F<�& ' �"%�4F�� Responsiveness =5+ Assurance & 
Safety (2) 4"3�$3$%�"4!6���� 2 '"� �$G8C�8<ก(K�ก��?*Y� Service Winner ;<�=>�ก<)8"' ?7')=5+@)ก?@ � �4#,+�F<�& '  
Empathy XKG�4"3�$�"%� 2 ก5)C&!+(Hก!"47&�47&HC-HCก"8ก !ก��&����5! ,' ก,.=5+-�<8-5)&ก !ก��&/�=>�ก<)8"' ?7')=5+
@)ก?@ � �4#4"3�$3$%�"4*�+, �9 :�1�$%,�&��(/3F?*Y�4"3�$ก5��ก"8���1#�8�5�+4"8 *b&:H&  �)' #:H&  =5+ '' #:H&  �"%�
/�8� 8�;<����1#�8�5�"b8�5=5+?<ก3�B4F 

;F<!6�ก"475"ก/����� !"#�$%-D<ก��?;F�(K�;F<&H5;<�ก5)C&� !"# !�กก��?;F�B*?กe8;F<&H5/����1#�8�5�$G�6�B4F
#�ก=5+&$?�5�!6�ก"4?1DG<& /7F?*Y�ก���8ก��=5+;"4;���ก��*� 8"' 7�F��$G;<�?!F�7�F��$G =5+/�ก�E$;<�ก��*�48"�
;F<&H5�$G<�!,C�>5'C<:�15"กJE.<�-.ก�=5+-��&5"8;<�>HF*I�#  4"��"%� ;F<&H5�$GB4F!K�&�!�กก��,"&:�JE.8)-5�ก��$G/7F
-��&<�)?-��+7.;F<&H5  ��&(K�*�+?4e��$G;F<&H5;<�4"3�$3$%�"48��'"�B&CB4F&$ก��?กe8;F<&H5!� �/�3C��?�5��$G�6�ก��
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�4,<84"3�$3$%�"4ก5�� >5�$GB4F!K�&�!�กก��*�+?& �;<�7"�7�F�=>�ก7F<�@)ก?@ �?�C��"%� =5+7�ก>HF/7F;F<&H5B&C
,�&��(*�+?& �B4Fกe!+B&C&$;F<&H5?1DG<�6�&�?*�$#8?�$#8/�4"3�$'"��"%�] 
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