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ABSTRACT

This study aimed to: 1) explore the missing elements of service factors causing low quality
services in the Applied Thai Traditional Medicine clinics; 2) improve the service quality of the
Applied Thai Traditional Medicine clinic; and 3) discover the satisfaction of the customers both
before and after using the service at an Applied Thai Traditional Medicine clinic. This study was
conducted through a survey, experimental study and case studies. The sample was a group of 100
service persons and customers in the Applied Thai Traditional Medicine clinics including 23 clinics
in Bangkok and 3 clinics in Nonthaburi. The instrument for collecting quantitative data from service
persons and customers was a set of questionnaire. Numbers of the sample for the qualitative study
were 10 and the instrument used was an in-depth interview. The data was analyzed with PRECEDE-
PROCEDE MODEL, the frequency, percentage, mean, standard deviation and t-test.

Results of study were as followed:

1) The support factors for the good quality services of Applied Thai Traditional Medicine
clinics were the service system, service process, behavior of the service persons, information service,
effectiveness of maintenance, and environment. After the experiment, it was discovered that the

attitude of the sample was changed significantly.



2) The service quality at the Applied Thai Traditional Medicine clinic could be improved.

3) The analysis for the level of satisfaction of the customers in the Applied Thai Traditional
Medicine clinic revealed that the satisfaction on every factor was at the high level.

Keywords : Service management of Applied Thai Traditional Medicine clinics,

Quality service improvement, Service management factors
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Abstract

This study was to investigate the clinical services management of applied Thai
traditional medicine and the clinical services management model for promoting efficient
care. The 45 sample members in this study were from 5 applied Thai traditional medical
centers; Health Land Applied Thai Traditional Medical Clinic including Ramall, Pakphum
Applied Thai Traditional Medical Clinic, Suphrom Applied Thai Traditional Medical
Clinic, Chanmaihom Applied Thai Traditional Medical Clinic and Medical Science of
Applied Thai Traditional Medical Clinic. The research instruments were the questionnaire
and the in-depth interview questionnaire. The data was analyzed by the frequency,
percentage, mean, standard deviation, t-test and descriptive statistics. The results of the
study showed that on average, the clinical services management of applied Thai
traditional medicine in Bangkok and Nonthaburi province was needed at a high level. The
analysis of the aspects of the clinical services management revealed that each aspect
was needed at a high level. The attributes of the persons in the clinical services
management of applied Thai traditional medicine in Bangkok and Nonthaburi province
included moral, ethics, personality, human relation, special qualification, professional
skills, and academic knowledge and abilities. The result also indicated that the
management process—patient's card making, medical history taking, medical examination
waiting, seeing the doctor for treatments, next appointment making — was significant at a
highest level. The satisfaction of the patients and their relatives was found at a high level.

And the aspect of the officers and the owners of the clinics were found at a high level.

Keywords: Clinical services management / Applied Thai Traditional Medicine/ Bangkok/

Nonthaburi province
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