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ˆ˘˘

∫∑§—¥¬àÕ °“√μ√«® ·°π°√–¥Ÿ°‡ªìπ°“√μ√«®∑’Ë¡’ºŸâ√—∫∫√‘°“√ Ÿß ÿ¥¢Õß “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å ß“π«‘®—¬π’È
¡’«—μ∂ÿª√– ß§å‡æ◊ËÕª√–‡¡‘π§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ¡“√—∫∫√‘°“√μ√«® ·°π°√–¥Ÿ°‰¥â√—∫‚¥¬‡ª√’¬∫‡∑’¬∫°—∫
§“¥À«—ß ‡ªìπ°“√»÷°…“·∫∫ descriptive study : cross-sectional study „™â·∫∫ Õ∫∂“¡§ÿ≥¿“æ°“√∫√‘°“√
(Service Quality Instrument: SERVQUAL) ‡°Á∫¢âÕ¡Ÿ≈„π∑’Ë¡“√—∫∫√‘°“√°“√μ√«® ·°π°√–¥Ÿ°μ—Èß·μà
‡¥◊Õπæƒ…¿“§¡ 2553 ∂÷ß‡¥◊Õπ°ÿ¡¿“æ—π∏å 2554 ®”π«π 122 §π ‡≈◊Õ°«‘∏’°“√‡≈◊Õ°°≈ÿà¡μ—«Õ¬à“ß·∫∫‰¡à„™â
À≈—°§«“¡πà“®–‡ªìπ Õ“»—¬§«“¡ –¥«°¢ÕßºŸâ«‘®—¬‡ªìπÀ≈—°

°“√»÷°…“æ∫«à“ ºŸâ¡“√—∫∫√‘°“√μ√«® ·°π°√–¥Ÿ°¡’§«“¡§“¥À«—ßμàÕ§ÿ≥¿“æ°“√∫√‘°“√¥â“π√Ÿª≈—°…≥å
∑“ß°“¬¿“æ Ÿß ÿ¥ √Õß≈ß¡“§◊Õ¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ ¥â“π°“√ √â“ß§«“¡¡—Ëπ„® ¥â“π°“√μÕ∫ πÕß ·≈–¥â“π
°“√¥Ÿ·≈‡Õ“„®„ à §ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√‰¥â√—∫æ∫«à“ ¥â“π√Ÿª≈—°…≥å∑“ß°“¬¿“æ Ÿß∑’Ë ÿ¥ √Õß≈ß¡“§◊Õ
¥â“π°“√ √â“ß§«“¡¡—Ëπ„® ¥â“π°“√μÕ∫ πÕß  à«π¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ·≈–¥â“π°“√¥Ÿ·≈‡Õ“„®„ àπâÕ¬∑’Ë ÿ¥ ‡¡◊ËÕ
‡ª√’¬∫‡∑’¬∫§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√§“¥À«—ß·≈–‰¥â√—∫æ∫«à“ §ÿ≥¿“æ°“√∫√‘°“√∑’Ë‰¥â√—∫ Ÿß°«à“§«“¡
§“¥À«—ß„π∑ÿ°¥â“πÕ¬à“ß¡’π—¬ ”§—≠∑“ß ∂‘μ‘ (< 0.001) · ¥ß«à“ àß¡Õ∫∫√‘°“√∑’ËμÕ∫ πÕßμàÕ§«“¡§“¥
À«—ß¢ÕßºŸâ√—∫∫√‘°“√·≈–π”ª√–‡¥Áπ®“°§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√‰¥â√—∫πâÕ¬∑’Ë ÿ¥¡“æ—≤π“§ÿ≥¿“æ∫√‘°“√
¥—ßπ—Èπ §«√ª√–‡¡‘π§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ√—∫∫√‘°“√°“√μ√«®∑“ß‡«™»“ μ√åπ‘«‡§≈’¬√å∑ÿ°ª√–‡¿∑‡æ◊ËÕ®—¥
∫√‘°“√„ÀâμÕ∫ πÕßμàÕ§«“¡§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√Õ¬à“ß·∑â®√‘ß ·≈–°“√ª√–‡¡‘π§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ
¡“√—∫∫√‘°“√π—Èπ¬—ß‰¡à§√Õ∫§≈ÿ¡∂÷ß·æ∑¬åºŸâ àßμ√«® ®÷ß§«√»÷°…“‡æ‘Ë¡‡μ‘¡μàÕ‰ª

§” ”§—≠: °“√μ√«® ·°π°√–¥Ÿ°, §ÿ≥¿“æ°“√∫√‘°“√∑’Ë§“¥À«—ß, §ÿ≥¿“æ°“√∫√‘°“√∑’Ë‰¥â√—∫, §ÿ≥¿“æ°“√∫√‘°“√

§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ√—∫∫√‘°“√
°“√μ√«® ·°π°√–¥Ÿ°∑“ß‡«™»“ μ√åπ‘«‡§≈’¬√å

‚√ßæ¬“∫“≈»‘√‘√“™

°ƒμ¬“  Õÿ∫≈πÿ™* ®‘√“æ√  »√’ª√–¿“¿√≥å*

π¿“æ√  ‚μ®‘π¥“* ∏πæß…å  ∑Õßª√–æ“Ã*

°ÿ≈∏√  ‡∑æ¡ß§≈**  ÿπ—π∑“  ‡ ’¬ß·®â«*

Õ√∑—¬  »‘√‘æ‘∑—°…å‚¬∏‘π*** °ƒμ‘¬“  »‘√‘∑Õß®—°√å***

* “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å ¿“§«‘™“√—ß ’«‘∑¬“ ‚√ßæ¬“∫“≈»‘√‘√“™
** “¢“«‘™“√—ß ’√—°…“ ¿“§«‘™“√—ß ’«‘∑¬“ ‚√ßæ¬“∫“≈»‘√‘√“™
***ΩÉ“¬°“√æ¬“∫“≈ ‚√ßæ¬“∫“≈»‘√‘√“™

∫∑π”
°“√μ√«®∑“ß‡«™»“ μ√åπ‘«‡§≈’¬√å‡ªìπ°“√∂à“¬

¿“æ‡æ◊ËÕ»÷°…“°“√∑”ß“π¢ÕßÕ«—¬«–μà“ß Ê ∑’Ë¡’§«“¡‰«

 Ÿß®÷ß‡À¡“– ”À√—∫„™â‡ªìπ°“√μ√«®§—¥°√Õß ®“° ∂‘μ‘

¢Õß “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å ‚√ßæ¬“∫“≈»‘√‘√“™

®”π«πºŸâªÉ«¬∑’Ë¡“√—∫∫√‘°“√¡“°∑’Ë ÿ¥ 3 Õ—π¥—∫·√° §◊Õ
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°“√μ√«® ·°π°√–¥Ÿ° °≈â“¡‡π◊ÈÕÀ—«„®·≈–°“√∑”ß“π

À—«„®·≈–°“√μ√«® ·°π‡π◊ÈÕßÕ° ÷́Ëß°“√μ√«® ·°π

°√–¥Ÿ°‡ªìπ°“√μ√«®∑’Ë¡’ºŸâ¡“√—∫∫√‘°“√‡ªìπ®”π«π¡“°

∑’Ë ÿ¥ ®“° ∂‘μ‘μ—Èß·μàªïæ.». 2552-2554 ¡’ºŸâ¡“√—∫

∫√‘°“√°“√μ√«® ·°π°√–¥Ÿ°®”π«π 2,196 2,223

·≈– 1,942 √“¬μ“¡≈”¥—∫ („πªïæ.». 2554 ºŸâ√—∫

∫√‘°“√ª√– ∫ªí≠À“Õÿ∑°¿—¬)  ‚¥¬¡’·π«‚πâ¡®”π«π

ºŸâ¡“√—∫∫√‘°“√ Ÿß¢÷Èπ∑ÿ°ªï ´÷ËßºŸâ√—∫∫√‘°“√ à«π„À≠à¡“√—∫

°“√μ√«®‡æ◊ËÕª√–‡¡‘π°“√·æ√à°√–®“¬¢Õß¡–‡√Áß™π‘¥

μà“ß Ê ‰ª¬—ß°√–¥Ÿ°·≈–¬—ß„™âª√–‚¬™πå„π¿“«–Õ◊Ëπ Ê ‡™àπ

„™â«‘π‘®©—¬ avascular necrosis °“√μ‘¥‡™◊ÈÕ¢Õß°√–¥Ÿ°

(osteomyelitis) ·¬°¿“«– osteomyelitis ·≈– celluli-

tis ª√–‡¡‘π bone graft viability ª√–‡¡‘πº≈·∑√°

´âÕπÀ≈—ß°“√ºà“μ—¥‡ª≈’Ë¬π¢âÕ°√–¥Ÿ°‡∑’¬¡«à“¡’°“√μ‘¥

‡™◊ÈÕÀ√◊Õ¡’ loosening ‡ªìπμâπ(1) ºŸâ√—∫∫√‘°“√°“√μ√«®

 ·°π°√–¥Ÿ°®–‰¥â√—∫°“√©’¥ “√‡¿ —™√—ß ’ 99mTc meth-

ylene diphosphonate (99mTc MDP) 20 ¡‘≈≈‘§Ÿ√’‡¢â“

∑“ßÀ≈Õ¥‡≈◊Õ¥¥”(ºŸâªÉ«¬‡¥Á°§”π«≥μ“¡πÈ”Àπ—°) À≈—ß

®“°π—Èπª√–¡“≥ 3 ™—Ë«‚¡ß®–‰¥â√—∫°“√∂à“¬¿“æ°√–¥Ÿ°

∑—Ë«μ—«¥â«¬‡§√◊ËÕß·°¡¡“§“‡¡√à“ ‚¥¬√–À«à“ß√Õ√—∫∂à“¬

¿“æ®–‰¥â√—∫§”·π–π”„Àâ¥◊Ë¡πÈ”ª√‘¡“≥¡“°Ê Õ¬à“ß

πâÕ¬Àπ÷Ëß≈‘μ√·≈–ªí  “«–∫àÕ¬ Ê ‡æ◊ËÕ™à«¬„π°“√¢—∫

 “√‡¿ —™√—ß ’ÕÕ°®“°√à“ß°“¬ ·≈–≈¥ª√‘¡“≥√—ß ’μàÕ

°√–‡æ“–ªí  “«–(2)

„πªí®®ÿ∫—π‚√ßæ¬“∫“≈»‘√‘√“™‰¥âπ”¡“μ√∞“π HA/

HPA 2006(3) „™â„π°“√°”°—∫¡“μ√“∞“π°“√¥Ÿ·≈ºŸâ¡“√—∫

∫√‘°“√‡æ◊ËÕ„Àâ ‰¥â√—∫°“√¥Ÿ·≈∑’Ë¡’§ÿ≥¿“æ·≈–ª≈Õ¥¿—¬

´÷Ëß∑“ß “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å‰¥âπ”¡“μ√∞“π¥—ß

°≈à“«≈ß Ÿà°“√ªØ‘∫—μ‘ß“π®√‘ß¥â«¬ ́ ÷Ëß„πÀ—«¢âÕ SPA I-3.1

§«“¡√Ÿâ‡°’Ë¬«°—∫ºŸâªÉ«¬ /ºŸâ√—∫º≈ß“π¢âÕ∑’Ë 3 Õß§å°√„™â

§«“¡‡ÀÁπ·≈–‡ ’¬ß –∑âÕπ¢ÕßºŸâªÉ«¬/ºŸâ√—∫º≈ß“π ‡æ◊ËÕ

‡ªìπÕß§å°√∑’Ë¡ÿàß‡πâπºŸâªÉ«¬/ºŸâ√—∫º≈ß“π¡“°¢÷Èπ μÕ∫

 πÕßμàÕ§«“¡μâÕß°“√·≈–∑”„ÀâºŸâªÉ«¬/ºŸâ√—∫º≈ß“π æ÷ß-

æÕ„®¡“°¢÷Èπ, ·≈–‡æ◊ËÕ§âπÀ“‚Õ°“  √â“ßπ«—μ°√√¡ ºŸâ-

¡“√—∫∫√‘°“√μ√«® ·°π°√–¥Ÿ°π—Èπ°ÁμâÕß°“√∫√‘°“√∑’Ë¡’

§ÿ≥¿“æ ÷́Ëß¡‘„™à‡ªìπ°“√ àß¡Õ∫∫√‘°“√∑’Ë¥’∑’Ë ÿ¥ ·μà

‡ªìπ°“√ àß¡Õ∫∫√‘°“√μ“¡§«“¡μâÕß°“√¢ÕßºŸâ√—∫∫√‘°“√

‡æ◊ËÕ∑”„ÀâºŸâ√—∫∫√‘°“√‡°‘¥§«“¡æ÷ßæÕ„® °“√∫√‘°“√∑’Ë¡’

§ÿ≥¿“æμâÕß‡°‘¥ ¡¥ÿ≈√–À«à“ß§«“¡μâÕß°“√¢ÕßºŸâ√—∫

∫√‘°“√ °“√≈ß∑ÿπ °“√ √â“ß∫√‘°“√Õ¬à“ß¡’§ÿ≥¿“æ(4) ®“°

‡¥‘¡∑“ß “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å„™â·∫∫ Õ∫∂“¡

§«“¡æ÷ßæÕ„®„π°“√„Àâ∫√‘°“√¢Õß¿“§«‘™“√—ß ’«‘∑¬“„π

°“√ª√–‡¡‘π§«“¡æ÷ßæÕ„®„π°“√∫√‘°“√∑’ËºŸâªÉ«¬‰¥â√—∫

‚¥¬‰¡à ‰¥âª√–‡¡‘π∂÷ß§«“¡μâÕß°“√À√◊Õ§«“¡§“¥À«—ß

¢ÕßºŸâªÉ«¬ ´÷Ëß§≥–ºŸâ«‘®—¬‰¥â‡≈Áß‡ÀÁπ∂÷ß§«“¡ ”§—≠¢Õß

‡ ’¬ß –∑âÕπ¢ÕßºŸâ√—∫∫√‘°“√®÷ß„ÀâºŸâ√—∫∫√‘°“√ª√–‡¡‘π

§ÿ≥¿“æ¢Õß°“√∫√‘°“√μ“¡·π«§‘¥¢Õß Parasuraman

·≈–§≥–(5,6) ´÷Ëßª√–°Õ∫¥â«¬¥â“π√Ÿª≈—°…≥å∑“ß°“¬¿“æ

(tangibles) ¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ (reliability) ¥â“π°“√

μÕ∫ πÕß (responsiveness) ¥â“π°“√ √â“ß§«“¡¡—Ëπ„®

(assurance) ·≈–¥â“π°“√¥Ÿ·≈‡Õ“„®„ à (empathy)

‚¥¬§ÿ≥¿“æ°“√∫√‘°“√®–æ‘®“√≥“®“°§«“¡·μ°μà“ß

√–À«à“ß§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√‰¥â√—∫°—∫

§ÿ≥¿“æ°“√∫√‘°“√μ“¡§«“¡§“¥À«—ß(5) ‡æ√“–§ÿ≥¿“æ

‡ªìπ ‘Ëß∑’Ë “¡“√∂‡ª√’¬∫‡∑’¬∫°—π‰¥â °≈à“«§◊Õ§ÿ≥¿“æ∑’Ë

ºŸâ√—∫∫√‘°“√‰¥â√—∫®“°°“√„™â∫√‘°“√¡“‡ª√’¬∫‡∑’¬∫°—∫

¡“μ√∞“π∑’ËºŸâ√—∫∫√‘°“√§“¥À«—ß‰«â ́ ÷Ëß∑“ß “¢“«‘™“‡«™-

»“ μ√åπ‘«‡§≈’¬√åμâÕß°“√ àß¡Õ∫∫√‘°“√∑’Ë¡’§ÿ≥¿“æ·≈–

 “¡“√∂μÕ∫ πÕßμàÕ§«“¡§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√ ÷́Ëß

®– àßº≈∂÷ß§«“¡æ÷ßæÕ„®¢ÕßºŸâ¡“√—∫∫√‘°“√°“√μ√«®

 ·°π°√–¥Ÿ°

«—μ∂ÿª√– ß§å¢Õßß“π«‘®—¬§◊Õ ª√–‡¡‘π§ÿ≥¿“æ°“√

∫√‘°“√∑’ËºŸâ¡“√—∫∫√‘°“√μ√«® ·°π°√–¥Ÿ°‰¥â√—∫‚¥¬

‡ª√’¬∫‡∑’¬∫°—∫§«“¡§“¥À«—ß ‚¥¬π”º≈°“√«‘®—¬¡“

æ—≤π“§ÿ≥¿“æ°“√∫√‘°“√∑’ËμÕ∫ πÕßμàÕ§«“¡§“¥À«—ß

¢ÕßºŸâ√—∫∫√‘°“√·≈–‡æ‘Ë¡§«“¡æ÷ßæÕ„®¢ÕßºŸâ¡“√—∫

∫√‘°“√μ“¡¡“μ√∞“π HA/HPA 2006 ·≈–¬—ßμÕ∫

 πÕß®ÿ¥‡πâπ°“√æ—≤π“§ÿ≥¿“æ¢Õß‚√ßæ¬“∫“≈»‘√‘√“™

„π°“√√—∫øíß‡ ’¬ß¢ÕßºŸâ√—∫∫√‘°“√·≈–π”º≈¡“æ—≤π“

ß“πÕ¬à“ßμàÕ‡π◊ËÕß‡æ◊ËÕμÕ∫ πÕß°—∫§«“¡μâÕß°“√¢Õß



§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ√—∫∫√‘°“√°“√μ√«® ·°π°√–¥Ÿ°∑“ß‡«™»“ μ√åπ‘«‡§≈’¬√å ‚√ßæ¬“∫“≈»‘√‘√“™

«“√ “√«‘™“°“√ “∏“√≥ ÿ¢ Úııˆ ªï∑’Ë ÚÚ ©∫—∫∑’Ë Ù ˜Ò

ºŸâ√—∫∫√‘°“√(7,8)

«‘∏’°“√»÷°…“

«‘∏’°“√»÷°…“„™â cross-sectional descriptive study

‚¥¬°“√μÕ∫·∫∫ Õ∫∂“¡¿“¬À≈—ß°“√μ√«® ·°π

°√–¥Ÿ°‡ √Á® ‘Èπ ºŸâ«‘®—¬Õ∏‘∫“¬·∫∫ Õ∫∂“¡‡ªìπ√“¬

∫ÿ§§≈‡æ◊ËÕ„Àâ‡°‘¥§«“¡‡¢â“„®°àÕπμÕ∫·∫∫ Õ∫∂“¡

·≈–¡’¢âÕ®”°—¥¢ÕßÀπà«¬ß“π‡√◊ËÕß¢“¥·§≈π∫ÿ§≈“°√

·≈–À≈—°§«“¡ª≈Õ¥¿—¬∑“ß√—ß ’¢ÕßºŸâªØ‘∫—μ‘ß“π®÷ß

∑”„Àâ¡’ºŸâ‡°Á∫¢âÕ¡Ÿ≈‡æ’¬ß§π‡¥’¬«®÷ß‡≈◊Õ°«‘∏’°“√‡≈◊Õ°

°≈ÿà¡μ—«Õ¬à“ß·∫∫‰¡à„™âÀ≈—°§«“¡πà“®–‡ªìπ Õ“»—¬§«“¡

 –¥«°¢ÕßºŸâ«‘®—¬‡ªìπÀ≈—°·μàÕ¬à“ß‰√°Áμ“¡‰¡à ‰¥â‡≈◊Õ°

°≈ÿà¡μ—«Õ¬à“ß·∫∫‡®“–®ß°≈ÿà¡™à«ßÕ“¬ÿ ‡æ» √–¥—∫°“√

»÷°…“ Õ“™’æ À√◊Õ‡≈◊Õ°∫ÿ§§≈‰«â°àÕπ≈à«ßÀπâ“ ´÷Ëß¡’

‚Õ°“ ‡°‘¥§«“¡≈”‡Õ’¬ß‰¥âπâÕ¬ ‡π◊ËÕß®“°¿“¬À≈—ß°“√

μ√«® ·°π°√–¥Ÿ°‡ √Á® ‘Èππ—ÈπºŸâ√—∫∫√‘°“√®–ÕÕ°®“°

ÀâÕßμ√«®‰¡àæ√âÕ¡°—π ‚¥¬∑”°“√»÷°…“‡©æ“–ºŸâ¡“√—∫

∫√‘°“√°“√μ√«® ·°π°√–¥Ÿ° „π°√≥’ºŸâ√—∫∫√‘°“√Õ“¬ÿ

‰¡à∂÷ß 18 ªï∫√‘∫Ÿ√≥å Õ∫∂“¡®“°ºŸâª°§√Õß §”π«≥

°≈ÿà¡μ—«Õ¬à“ß Ÿμ√ n = 16 (SD)2 /2d2+ 1(9) ¥â«¬

 ¡¡μ‘∞“π SD = 1.2 ·≈– d = 0.35 ‰¥â°≈ÿà¡μ—«Õ¬à“ß

®”π«π 95 §π ÷́Ëß§“¥°“√≥å«à“°≈ÿà¡μ—«Õ¬à“ßÕ“®μÕ∫

·∫∫ Õ∫∂“¡‰¡à§√∫ª√–¡“≥√âÕ¬≈– 20 ¥—ßπ—Èπ®÷ß‡°Á∫

¢âÕ¡Ÿ≈®“°°≈ÿà¡μ—«Õ¬à“ß 122 √“¬ ‡¡◊ËÕμ√«® Õ∫§«“¡

 ¡∫Ÿ√≥å¢Õß¢âÕ¡Ÿ≈‰¥â·∫∫ Õ∫∂“¡®”π«π 117 ©∫—∫ ‡°Á∫

¢âÕ¡Ÿ≈μ—Èß·μà‡¥◊Õπæƒ…¿“§¡ 2553 ∂÷ß‡¥◊Õπ°ÿ¡¿“æ—π∏å

2554 ‚¥¬ß“π«‘®—¬π’Èºà“π°“√æ‘®“√≥“Õπÿ¡—μ‘®“°§≥–

°√√¡°“√®√‘¬∏√√¡°“√«‘®—¬„π§π §≥–·æ∑¬»“ μ√å

»‘√‘√“™æ¬“∫“≈·≈â«

·∫∫ Õ∫∂“¡·∫àß‡ªìπ 3 μÕπ‚¥¬μÕπ∑’Ë 1 ‡ªìπ

·∫∫ Õ∫∂“¡ªí®®—¬ à«π∫ÿ§§≈®”π«π 8 ¢âÕ μÕπ∑’Ë 2

‡ªìπ·∫∫ Õ∫∂“¡§ÿ≥¿“æ°“√∫√‘°“√ (SERVQUAL)

ª√–°Õ∫¥â«¬§”∂“¡ 21 ¢âÕ‡ªìπ§”∂“¡ rating scale 1

∂÷ß 9 ‚¥¬‡√’¬ß®“°πâÕ¬‰ªÀ“¡“° ´÷Ëß‡§√◊ËÕß¡◊Õ∑’Ë„™â„π

°“√ª√–‡¡‘π§ÿ≥¿“æ°“√∫√‘°“√π’È‡ªìπ·∫∫ Õ∫∂“¡

§ÿ≥¿“æ°“√∫√‘°“√ (Service Quality Instrument:

SERVQUAL) ÷́Ëß‰¥â®“°°“√»÷°…“¢Õß §√√™‘μæ≈ ¬»

æ√‰æ∫Ÿ≈¬å(10,11) ∑’Ë·ª≈ forward and backward trans-

lation ®“°·∫∫ Õ∫∂“¡¢Õß Parasuraman ·≈–

§≥–(6,12) ‚¥¬ºà“π°“√∑¥ Õ∫§«“¡μ√ß (validity) ·≈–

§«“¡‡™◊ËÕ¡—Ëπ (reliability) ¢Õß‡§√◊ËÕß¡◊Õ·≈â«¥—ßπ’È §à“

§«“¡μ√ßμ“¡‚§√ß √â“ß¡’§à“ Coefficients ‡ªìπ 0.59-

0.83 ·≈– §à“§«“¡‡™◊ËÕ¡—Ëπ¡’§à“ Cronbachûs alpha 0.76-

0.91(10) ·≈–μÕπ∑’Ë 3 ‡ªìπ¢âÕ‡ πÕ·π–„π°“√∫√‘°“√

®”π«π 3 ¢âÕ´÷Ëßª√–°Õ∫¥â«¬§”∂“¡ª≈“¬ªî¥ 2 ¢âÕ

·≈–§”∂“¡ª≈“¬‡ªî¥ 1 ¢âÕ

°“√«‘‡§√“–Àå¢âÕ¡Ÿ≈ ¢âÕ¡Ÿ≈ à«π∫ÿ§§≈ „™â°“√

·®°·®ß§«“¡∂’Ë·≈–√âÕ¬≈– °“√‡ª√’¬∫‡∑’¬∫§«“¡·μ°

μà“ß§à“‡©≈’Ë¬√–¥—∫§ÿ≥¿“æ°“√∫√‘°“√∑’Ë§“¥À«—ß·≈–‰¥â

√—∫‚¥¬„™â ∂‘μ‘ Wilcoxon signed rank test matched

paired ‡π◊ËÕß®“°∑¥ Õ∫ normality ·≈â«æ∫«à“¡’°“√

·®°·®ß¢âÕ¡Ÿ≈·∫∫‡∫â´â“¬ ¢âÕ‡ πÕ·π–„π°“√∫√‘°“√

„™â°“√·®°·®ß§«“¡∂’Ë·≈–√âÕ¬≈– ·≈– √ÿª°“√· ¥ß

§«“¡§‘¥‡ÀÁπ‡ªìπ§”∂“¡ª≈“¬‡ªî¥

º≈°“√»÷°…“

¢âÕ¡Ÿ≈ à«π∫ÿ§§≈æ∫«à“ à«π„À≠à‡ªìπºŸâªÉ«¬∑’Ë¡“√—∫

μ√«® ·°π°√–¥Ÿ°‡Õß√âÕ¬≈– 95.7 ‡ªìπºŸâªÉ«¬πÕ°

√âÕ¬≈– 91.5 ‡ªìπ‡æ»À≠‘ß√âÕ¬≈– 62.4 ·≈–¡’Õ“¬ÿ 41-

60 ªï √âÕ¬≈– 50.5 ¡’√–¥—∫°“√»÷°…“μË”°«à“ª√‘≠≠“μ√’

√âÕ¬≈– 64.1 ‰¡à‰¥âª√–°Õ∫Õ“™’æ√âÕ¬≈– 28.2 „™â ‘∑∏‘Ï

ª√–°—π ÿ¢¿“æ∂â«πÀπâ“√âÕ¬≈– 41 √Õß≈ß¡“§◊Õ®à“¬

μ√ß√âÕ¬≈– 31.6 ·≈–¡“√—∫∫√‘°“√‡ªìπ§√—Èß·√°√âÕ¬≈–

67.5 (μ“√“ß∑’Ë 1)

§ÿ≥¿“æ°“√∫√‘°“√∑—Èß 5 ¥â“π‰¥â·°à 1) ¥â“π√Ÿª

≈—°…≥å∑“ß°“¬¿“æ æ∫«à“§à“‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√

μ“¡§«“¡§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√‡∑à“°—∫ 8.12 ·≈–§à“

‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√‰¥â√—∫‡∑à“°—∫ 8.76

2) ¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ æ∫«à“§à“‡©≈’Ë¬§ÿ≥¿“æ°“√

∫√‘°“√μ“¡§«“¡§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√‡∑à“°—∫ 8.06
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·≈–§à“‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√‰¥â√—∫‡∑à“°—∫

8.68 3) ¥â“π°“√ √â“ß§«“¡¡—Ëπ„®æ∫«à“§à“‡©≈’Ë¬

§ÿ≥¿“æ°“√∫√‘°“√μ“¡§«“¡§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√

‡∑à“°—∫ 8.03 ·≈–§à“‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫

∫√‘°“√‰¥â√—∫‡∑à“°—∫ 8.74 4) ¥â“π°“√μÕ∫ πÕß æ∫«à“

§à“‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√μ“¡§«“¡§“¥À«—ß¢ÕßºŸâ√—∫

∫√‘°“√‡∑à“°—∫ 8.03 ·≈–§à“‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√∑’Ë

ºŸâ√—∫∫√‘°“√‰¥â√—∫‡∑à“°—∫ 8.72 ·≈– 5) ¥â“π°“√¥Ÿ·≈

‡Õ“„®„ à æ∫«à“§à“‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√μ“¡§«“¡

§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√‡∑à“°—∫ 7.89 ·≈–§à“‡©≈’Ë¬

§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√‰¥â√—∫‡∑à“°—∫ 8.68

(μ“√“ß∑’Ë 2) °“√‡ª√’¬∫‡∑’¬∫§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫

∫√‘°“√§“¥À«—ß·≈–‰¥â√—∫æ∫«à“ §ÿ≥¿“æ°“√∫√‘°“√∑’Ë‰¥â

√—∫ Ÿß°«à“§«“¡§“¥À«—ß„π∑ÿ°¥â“π (μ“√“ß∑’Ë 3)

¢âÕ‡ πÕ·π–°“√√—∫º≈°“√μ√«®®“°ºŸâ¡“√—∫

∫√‘°“√æ∫«à“ à«π„À≠à√âÕ¬≈– 50.4 μâÕß°“√√—∫º≈°“√

μ√«®«—π„¥°Á ‰¥â°àÕπ·æ∑¬åπ—¥ ·≈–«‘∏’°“√√—∫º≈°“√

μ√«®∑’ËμâÕß°“√§◊Õ„ à„π·øÑ¡ª√–«—μ‘√âÕ¬≈– 54.7  à«π

¢âÕ‡ πÕ·π–°“√ª√—∫ª√ÿß¥â“π∫√‘°“√‡ªìπ§”∂“¡ª≈“¬

‡ªî¥ ‡™àπ ®”π«π‡°â“Õ’È∫√‘‡«≥π—Ëß√Õ©’¥¬“¡’πâÕ¬ ∑“ß

≈“¥„πÀâÕßπÈ” ( ”À√—∫‡¢Áπ√∂π—Ëß) ≈◊Ëπ¡“°‡ ’Ë¬ßμàÕ°“√

‡°‘¥Õÿ∫—μ‘‡Àμÿ ÀâÕßπÈ”‰¡à¡’∑’Ë·¢«π¢Õß ·≈–μâÕß°“√„Àâ

‡ªî¥∫√‘°“√„π«—πÀ¬ÿ¥√“™°“√‡æ◊ËÕ‰¡àμâÕß≈“ß“π„π«—π

μ√«®

«‘®“√≥å

®“°º≈°“√»÷°…“ºŸâ¡“√—∫∫√‘°“√μ√«® ·°π°√–¥Ÿ°¡’

§«“¡§“¥À«—ßμàÕ§ÿ≥¿“æ°“√∫√‘°“√¥â“π√Ÿª≈—°…≥å∑“ß

°“¬¿“æ Ÿß∑’Ë ÿ¥ √Õß≈ß¡“§◊Õ ¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ

¥â“π°“√ √â“ß§«“¡¡—Ëπ„® ·≈–¥â“π°“√μÕ∫ πÕß ·≈–

¥â“π°“√¥Ÿ·≈‡Õ“„®„ àμ“¡≈”¥—∫ ‡π◊ËÕß®“°§«“¡§“¥

À«—ß‡ªìπ§«“¡§‘¥¢Õß∫ÿ§§≈∑’Ë¡’μàÕ ‘Ëß„¥ Ê «à“®–‡°‘¥¢÷Èπ

À√◊Õª√“°Ø¢÷Èπμ“¡∑’Ëμπª√“√∂π“ ´÷Ëß§«“¡§“¥À«—ß

¢Õß∫ÿ§§≈¬àÕ¡·μ°μà“ß°—π¢÷ÈπÕ¬Ÿà°—∫ª√– ∫°“√≥å °“√√—∫√Ÿâ

·≈–‡®μ§μ‘∑’Ë¡’μàÕ ‘Ëßπ—Èπ Ê(13) ¥—ßπ—Èπ‡¡◊ËÕ·æ∑¬å àß„Àâ¡“

μ“√“ß∑’Ë 1 ¢âÕ¡Ÿ≈∑—Ë«‰ª¢ÕßºŸâ¡“√—∫∫√‘°“√°“√μ√«® ·°π°√–¥Ÿ°„π

 “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å ‚√ßæ¬“∫“≈»‘√‘√“™ (n=117

§π)

¢âÕ¡Ÿ≈ à«π∫ÿ§§≈ ®”π«π √âÕ¬≈–

ºŸâμÕ∫

ºŸâªÉ«¬ 112 95.7

ºŸâª°§√Õß 5 4.3

Õ“¬ÿ (ªï)

≤ 20 3 2.6

21-40 16 13.6

41-60 59 50.5

61-80 38 32.4

>80 1 0.9

 ∂“π–

ºŸâªÉ«¬πÕ° 107 91.5

ºŸâªÉ«¬„π 10 8.5

°“√»÷°…“

‰¡à‰¥â‡√’¬π 1 0.9

μË”°«à“ª√‘≠≠“μ√’ 75 64.1

ª√‘≠≠“μ√’À√◊Õ Ÿß°«à“ 41 35.0

 ‘∑∏‘Ï°“√√—°…“

ª√–°—π ÿ¢¿“æ∂â«πÀπâ“ 48 41.0

®à“¬μ√ß 37 31.6

ª√–°—π —ß§¡ 18 15.4

®à“¬‡ß‘π‡Õß 9 7.7

√—∞«‘ “À°‘® 4 3.4

Õ◊Ëπ Ê 1 0.9

‡æ»

À≠‘ß 73 62.4

™“¬ 44 37.6

Õ“™’æ

‰¡à‰¥âª√–°Õ∫Õ“™’æ 33 28.2

√—∫®â“ß/‡°…μ√°√√¡ 27 23.1

§â“¢“¬/∏ÿ√°‘® à«πμ—« 23 19.6

√—∫√“™°“√/√—∞«‘ “À°‘® 22 18.8

æπ—°ß“π∫√‘…—∑ 12 10.3

®”π«π§√—Èß

§√—Èß·√° 79 67.5

§√—Èß∑’Ë 2 26 22.2

¡“°°«à“ 2 §√—Èß¢÷Èπ‰ª 12 10.3



§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ√—∫∫√‘°“√°“√μ√«® ·°π°√–¥Ÿ°∑“ß‡«™»“ μ√åπ‘«‡§≈’¬√å ‚√ßæ¬“∫“≈»‘√‘√“™

«“√ “√«‘™“°“√ “∏“√≥ ÿ¢ Úııˆ ªï∑’Ë ÚÚ ©∫—∫∑’Ë Ù ˜Û

μ“√“ß∑’Ë 2 §ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√§“¥À«—ß·≈–‰¥â√—∫„π°“√μ√«® ·°π°√–¥Ÿ°

§“¥À«—ß ‰¥â√—∫

§ÿ≥¿“æ∫√‘°“√
xxxxx SD xxxxx SD

¥â“π√Ÿª≈—°…≥å∑“ß°“¬¿“æ

¡’Õÿª°√≥å∑’Ë∑—π ¡—¬ 8.22 (4-9) 1.001 8.85 (7-9) 0.385

Õÿª°√≥åÕ”π«¬§«“¡ –¥«°μà“ß Ê ¥Ÿ «¬ß“¡ –¥ÿ¥μ“ 8.10 (4-9) 1.037 8.70 (5-9) 0.673

‡®â“Àπâ“∑’Ë¡’∫ÿ§≈‘°·∫∫¡◊ÕÕ“™’æ 8.11 (3-9) 1.057 8.78 (6-9) 0.510

‡ªî¥∑”°“√„π‡«≈“∑’Ë –¥«° ”À√—∫ºŸâªÉ«¬ 8.03 (3-9) 1.231 8.73 (5-9) 0.750

√«¡ 8.12 0.981 8.76 0.504

¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ

„Àâ∫√‘°“√μ“¡∑’Ë —≠≠“‰«â 7.85 (2-9) 1.424 8.68 (6-9) 0.627

· ¥ß„Àâ‡ÀÁπ∂÷ß§«“¡πà“‡™◊ËÕ∂◊Õ„π°“√·°âªí≠À“¢Õß∑à“π 7.99 (1-9) 1.349 8.58 (5-9) 0.790

„Àâ∫√‘°“√°“√μ√«®μ√ßμ“¡ §«“¡μâÕß°“√μ—Èß·μà§√—Èß·√° 8.07 (1-9) 1.331 8.72 (6-9) 0.628

„Àâ∫√‘°“√√–¬–‡«≈“°“√√“¬ß“πº≈°“√μ√«®μ√ßμ“¡§«“¡μâÕß°“√μ—Èß·μà§√—Èß·√° 8.12 (4-9) 1.131 8.64 (5-9) 0.793

„Àâ∫√‘°“√‰¥âμ“¡‡«≈“∑’Ë„Àâ —≠≠“‰«â 8.17 (4-9) 1.162 8.73 (3-9) 0.784

„Àâ∑à“π∑√“∫∂÷ß‡«≈“∑’Ë “¡“√∂„Àâ∫√‘°“√°—∫∑à“π‰¥â 8.14 (5-9) 1.082 8.74 (3-9) 0.721

√«¡ 8.06 0.978 8.68 0.597

¥â“π°“√ √â“ß§«“¡¡—Ëπ„®

≈—°…≥–∑à“∑’¢Õß‡®â“Àπâ“∑’Ë‰¥â √â“ß§«“¡¡—Ëπ„®„Àâ·°à∑à“π 8.06 (4-9) 1.109 8.74 (6-9) 0.544

∑à“π√Ÿâ ÷°«“ß„®‡¡◊ËÕ∑”°“√μ‘¥μàÕ°—∫ “¢“ 8.04 (3-9) 1.248 8.78 (7-9) 0.475

‡®â“Àπâ“∑’Ë¢Õß “¢“ ÿ¿“æÕàÕππâÕ¡μàÕ∑à“πÕ¬à“ß ¡Ë”‡ ¡Õ 8.01 (2-9) 1.276 8.74 (2-9) 0.811

‡®â“Àπâ“∑’Ë¢Õß “¢“¡’§«“¡√Ÿâ∑’Ë®–μÕ∫§”∂“¡¢Õß∑à“π‰¥â 8.03 (4-9) 1.004 8.70 (6-9) 0.546

√«¡ 8.03 1.038 8.74 0.487

¥â“π°“√μÕ∫ πÕß

„Àâ∫√‘°“√∑à“πÕ¬à“ß√«¥‡√Á« 7.97 (4-9) 1.167 8.63 (2-9) 0.915

‡®â“Àπâ“∑’Ë¬‘π¥’„Àâ∫√‘°“√∑à“π‡ ¡Õ 8.10 (1-9) 1.262 8.85 (7-9) 0.428

‡®â“Àπâ“∑’Ë¢Õß “¢“æ√âÕ¡®–„Àâ∫√‘°“√‡¡◊ËÕ∑à“πμâÕß°“√‡ ¡Õ 8.02 (4-9) 1.075 8.68 (6-9) 0.567

√«¡ 8.03 1.007 8.72 0.543

¥â“π°“√¥Ÿ·≈‡Õ“„®„ à

„Àâ§«“¡ π„®∑à“π‡ªìπ°“√ à«πμ—« 7.79 (3-9) 1.279 8.51 (4-9) 0.867

‡®â“Àπâ“∑’Ë¢Õß “¢“„Àâ∫√‘°“√∑à“πÕ¬à“ß‡Õ“„®„ à 7.91 (3-9) 1.203 8.80 (7-9) 0.459

∂◊Õº≈ª√–‚¬™πå Ÿß ÿ¥¢Õß∑à“π‡ªìπ ”§—≠ 7.96 (4-9) 1.155 8.73 (6-9) 0.567

‡¢â“„®∂÷ß§«“¡μâÕß°“√¢Õß∑à“π 7.92 (3-9) 1.153 8.68 (6-9) 0.570

√«¡ 7.89 1.089 8.68 0.519

§à“‡©≈’Ë¬§ÿ≥¿“æ∫√‘°“√∑’Ë§«“¡§“¥À«—ß‚¥¬√«¡∑—Èß 5 ¥â“π 8.03 0.946 8.72 0.182
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√—∫°“√μ√«® ·°π°√–¥Ÿ° ºŸâ√—∫∫√‘°“√¬—ß‰¡à¡’§«“¡√Ÿâ„π

‡√◊ËÕß∑’Ë‡°’Ë¬«°—∫°“√μ√«® ·°π°√–¥Ÿ°·≈–‡§√◊ËÕß¡◊Õ∑’Ë

„™â ”À√—∫μ√«® ®÷ß∑”„Àâ§ÿ≥¿“æ°“√∫√‘°“√¥â“π√Ÿª

≈—°…≥å∑“ß°“¬¿“æ ÷́Ëß —¡º— ‰¥âßà“¬‚¥¬‰¡àμâÕß¡’§«“¡√Ÿâ

¡’§à“‡©≈’Ë¬ Ÿß ÿ¥¡“°°«à“§ÿ≥¿“æ°“√∫√‘°“√„π¥â“πÕ◊Ëπ Ê

 ‡¡◊ËÕæ‘®“√≥“§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√‰¥â

√—∫æ∫«à“§à“‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√¥â“π√Ÿª≈—°…≥å∑“ß

°“¬¿“æ Ÿß∑’Ë ÿ¥ √Õß≈ß¡“§◊Õ ¥â“π°“√ √â“ß§«“¡¡—Ëπ„®

¥â“π°“√μÕ∫ πÕß  à«π¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ·≈–¥â“π

°“√¥Ÿ·≈‡Õ“„®„ àπâÕ¬∑’Ë ÿ¥ ‡π◊ËÕß®“°§ÿ≥¿“æ°“√

∫√‘°“√„π¥â“π√Ÿª≈—°…≥å∑“ß°“¬¿“æπ—Èπ‡§√◊ËÕß¡◊Õ∑’Ë„™â

∂à“¬¿“æ°√–¥Ÿ° §◊Õ ‡§√◊ËÕß·°¡¡“§“‡¡√à“¡’§«“¡∑—π

 ¡—¬·≈– «¬ß“¡  ∂“π∑’Ë¡’°“√®—¥√–∫∫ÀâÕßμà“ß Ê

·≈–∫√‘‡«≥‚¥¬¡’ªÑ“¬™◊ËÕÀâÕß·≈–À¡“¬‡≈¢ª√–®”ÀâÕß

´÷Ëß Õ¥§≈âÕß‰ª°—∫¢—ÈπμÕπ°“√μ√«® ·°π°√–¥Ÿ° ·≈–

‡¡◊ËÕºŸâ√—∫∫√‘°“√¡’ªí≠À“À√◊ÕÕÿª √√§„π°“√μ√«®®–¡’

°“√ª√÷°…“À“√◊Õ√à«¡°—π∑—Èß·æ∑¬å æ¬“∫“≈ ·≈–π—°

√—ß ’°“√·æ∑¬å ¥â“π°“√ √â“ß§«“¡¡—Ëπ„®∑“ß “¢“«‘™“

‡«™»“ μ√åπ‘«‡§≈’¬√å¡’°“√ª√–°—π‡«≈“°“√√—∫º≈°“√

μ√«®¿“¬„π 1 «—π∑”°“√À≈—ß°“√μ√«®‡ √Á®(14) ·≈–¬—ß

Õ”π«¬§«“¡ –¥«°„π√“¬∑’Ë¡’§«“¡®”‡ªìπμâÕß°“√√—∫

º≈°“√μ√«®∑’Ë‡√Á«°«à“‡«≈“∑’Ëª√–°—π‰«â ‡æ◊ËÕπ”‰ªæ∫

·æ∑¬å∑’Ë ‚√ßæ¬“∫“≈Õ◊Ëπ∑—Èß„π°√ÿß‡∑æœ·≈–μà“ß®—ßÀ«—¥

πÕ°®“°π—Èπ„π√“¬∑’Ë°“√π—¥μ√«®¡’√–¬–‡«≈“¬“«π“π

®–æ‘®“√≥“μ“¡¡“√—∫°“√μ√«®‡√Á«¢÷Èπμ“¡§«“¡‡À¡“–-

 ¡„π°√≥’∑’Ë§‘«∑’Ëπ—¥À¡“¬«à“ß≈ß ‡™àπ ¡’°“√¬°‡≈‘°°“√

μ√«® À√◊Õ‰¡à¡“μ√«®μ“¡π—¥ ∑”„ÀâºŸâ√—∫∫√‘°“√¡’§«“¡

¡—Ëπ„®„π°“√„™â∫√‘°“√ ‚¥¬ª√“»®“°§«“¡‡ ’Ë¬ß

Õ—πμ√“¬μà“ß Ê μ≈Õ¥®π· ¥ß§«“¡ “¡“√∂∑’Ë∑”„Àâ

‡°‘¥§«“¡‡™◊ËÕ„®‰¥â„πμ—«ºŸâ „Àâ∫√‘°“√(15) ¥â“π°“√μÕ∫

 πÕßª√–‡¡‘π®“°°“√„Àâ∫√‘°“√∑’Ë√«¥‡√Á« ‡®â“Àπâ“∑’Ë

· ¥ß§«“¡¬‘π¥’∑’Ë„Àâ∫√‘°“√‡ ¡Õ ·≈–¡’§«“¡æ√âÕ¡∑’Ë

®–„Àâ∫√‘°“√‡¡◊ËÕºŸâ√—∫∫√‘°“√μâÕß°“√(15) ´÷Ëß∑“ß “¢“«‘™“

‡«™»“ μ√åπ‘«‡§≈’¬√å®–‡πâπ¬È”ºŸâ√—∫∫√‘°“√μâÕß¡“∂÷ß

°àÕπ‡«≈“π—¥À¡“¬ 30 π“∑’‡æ◊ËÕμ‘¥μàÕ‡√◊ËÕß°“√‡ß‘π √—∫

øíß§”Õ∏‘∫“¬¢—ÈπμÕπ°“√μ√«®·≈–°“√ªØ‘∫—μ‘μ—«¿“¬

À≈—ß°“√μ√«® ·°π°√–¥Ÿ° ‚¥¬‰¥â√—∫°“√©’¥ “√‡¿ —™

√—ß ’ ”À√—∫°“√μ√«® ·°π°√–¥Ÿ°μ√ßμ“¡‡«≈“π—¥À¡“¬

®÷ß‡ªìπ°“√„Àâ∫√‘°“√∑’Ë√«¥‡√Á«‰¡àμâÕß√Õπ“π  à«π§à“

‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ·≈–¥â“π

°“√¥Ÿ·≈‡Õ“„®„ à∑’ËπâÕ¬∑’Ë ÿ¥‡π◊ËÕß®“°„π¢—ÈπμÕπ°“√

μ√«® ·°π°√–¥Ÿ°μâÕß¡’°“√√Õ§Õ¬∑—Èß°àÕπ°“√©’¥ “√

‡¿ —™√—ß ’·≈–√Õ√—∫°“√μ√«® ·°π ‚¥¬°“√√Õ§Õ¬π—Èπ

®– àßº≈μàÕ¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ¡“°∑’Ë ÿ¥(16) ·≈–‡«≈“

°“√√Õ§Õ¬¬—ß àßº≈μàÕ√–¥—∫§«“¡æ÷ßæÕ„®¢ÕßºŸâ√—∫

∫√‘°“√„π “¢“«‘™“‡«™‡«™»“ μ√åπ‘«‡§≈’¬√å¡“°∑’Ë ÿ¥(17,18)

μ“√“ß∑’Ë 3 °“√‡ª√’¬∫‡∑’¬∫§ÿ≥¿“æ∫√‘°“√∑’ËºŸâªÉ«¬§“¥À«—ß°—∫§ÿ≥¿“æ∫√‘°“√∑’ËºŸâªÉ«¬‰¥â√—∫„π°“√μ√«® ·°π°√–¥Ÿ°

§à“‡©≈’Ë¬§ÿ≥¿“æ∫√‘°“√ §à“‡©≈’Ë¬§ÿ≥¿“æ∫√‘°“√

§ÿ≥¿“æ°“√∫√‘°“√ ∑’ËºŸâ√—∫∫√‘°“√§“¥À«—ß ∑’ËºŸâ√—∫∫√‘°“√‰¥â√—∫ Z P-value

(SD) (SD)

¥â“π√Ÿª≈—°…≥å∑“ß°“¬¿“æ 8.12 (0.98) 8.76 (0.50) 6.91 <0.001

¥â“π§«“¡πà“‡™◊ËÕ∂◊Õ 8.06 (0.98) 8.68 (0.60) 6.95 <0.001

¥â“π°“√ √â“ß§«“¡¡—Ëπ„® 8.03 (1.04) 8.74 (0.49) 6.88 <0.001

¥â“π°“√μÕ∫ πÕß 8.03 (1.01) 8.72 (0.54) 6.98 <0.001

¥â“π°“√¥Ÿ·≈‡Õ“„®„ à 7.89 (1.09) 8.68 (0.52) 7.17 <0.001

√«¡ 8.03 (0.95) 8.72(0.18)



§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ√—∫∫√‘°“√°“√μ√«® ·°π°√–¥Ÿ°∑“ß‡«™»“ μ√åπ‘«‡§≈’¬√å ‚√ßæ¬“∫“≈»‘√‘√“™

«“√ “√«‘™“°“√ “∏“√≥ ÿ¢ Úııˆ ªï∑’Ë ÚÚ ©∫—∫∑’Ë Ù ˜ı

´÷Ëß°àÕπ°“√©’¥ “√‡¿ —™√—ß ’ºŸâ√—∫∫√‘°“√ à«π„À≠à¡—°®–

¡“°àÕπ‡«≈“π—¥À¡“¬ 1-2 ™—Ë«‚¡ß ·μà‰¡à “¡“√∂‡¢â“√—∫

∫√‘°“√‰¥â°àÕπ‡π◊ËÕß®“°°“√μ√«®∑“ß‡«™»“ μ√å

π‘«‡§≈’¬√å¡’°“√μ√«® ·°π∑ÿ°Õ«—¬«– ‡«≈“π—¥À¡“¬

°“√μ√«®®– Õ¥§≈âÕß°—∫√–¬–‡«≈“∑’Ë „™âμ√«®·≈–

≈”¥—∫§‘«¢ÕßÀâÕßμ√«®¥â«¬  à«π°“√√Õ√—∫°“√μ√«®

 ·°πºŸâ√—∫∫√‘°“√∑ÿ°√“¬μâÕß√Õª√–¡“≥ 3 ™—Ë«‚¡ß¿“¬

À≈—ß©’¥ “√‡¿ —™√—ß ’‡¢â“ Ÿà√à“ß°“¬‡æ◊ËÕ„Àâ “√‡¿ —™√—ß ’

‡¢â“ Ÿà°√–¥Ÿ°∑—Èßμ—«°àÕπ°“√∂à“¬¿“æ(2) ´÷Ëß‡ªìπ¢—ÈπμÕπ∑’Ë‰¡à

 “¡“√∂À≈’°‡≈’Ë¬ß‰¥â ‚¥¬√–À«à“ß°“√√Õ§Õ¬∂à“¬¿“æ

∂â“ºŸâ√—∫∫√‘°“√∑’Ë™à«¬‡À≈◊Õμπ‡Õß‰¥â¥’‡®â“Àπâ“∑’Ë¢Õß∑“ß

 “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å®–‰¡à‰¥â¥Ÿ·≈‡Õ“„®„ à¡“°

π—° ‡π◊ËÕß®“°¡’°“√μ√«®À≈“¬ª√–‡¿∑„π™à«ß‡«≈“¥—ß

°≈à“«‡™àπ°—π Õ’°∑—Èß°“√¥Ÿ·≈ºŸâ√—∫∫√‘°“√∑’Ë¡’√—ß ’π—ÈπμâÕß

¬÷¥À≈—°§«“¡ª≈Õ¥¿—¬∑“ß¥â“π√—ß ’√à«¡¥â«¬ ª√–°Õ∫

°—∫®”π«π∫ÿ§≈“°√∑’Ë ‰¡à‡æ’¬ßæÕ ‡¡◊ËÕºŸâ√—∫∫√‘°“√‰¡à¡’

§«“¡√Ÿâ·≈–§«“¡‡¢â“„®‡√◊ËÕß°“√ªÑÕß°—πÕ—πμ√“¬®“°

√—ß ’¢Õß∫ÿ§≈“°√∑’Ë§«√‰¥â√—∫√—ß ’πâÕ¬∑’Ë ÿ¥‡∑à“∑’Ë®”‡ªìπ

®÷ß∑”„Àâ√Ÿâ ÷°«à“„π√–À«à“ß°“√√Õ§Õ¬π—Èπ‰¡à ‰¥â√—∫°“√

¥Ÿ·≈‡Õ“„®„ à‡∑à“∑’Ë§«√ ®“°ß“π«‘®—¬¢Õß De Man S

·≈–§≥–(19) »÷°…“§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâªÉ«¬·≈–·æ∑¬å

‰¥â√—∫∑’Ë “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å æ∫«à“§ÿ≥¿“æ

°“√∫√‘°“√∑’ËºŸâªÉ«¬‰¥â√—∫„π¥â“π√Ÿª≈—°…≥å∑“ß°“¬¿“æ

 Ÿß∑’Ë ÿ¥ √Õß≈ß¡“§◊Õ¥â“π°“√ √â“ß§«“¡¡—Ëπ„® ·≈–

¥â“π°“√μÕ∫ πÕß¡’§à“‡©≈’Ë¬§ÿ≥¿“æ°“√∫√‘°“√πâÕ¬∑’Ë ÿ¥

´÷Ëßæ∫«à“¡’§«“¡ Õ¥§≈âÕß°—π°—∫º≈°“√«‘®—¬π’È‡™àπ°—π∑’Ë

§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√‰¥â√—∫ Ÿß ÿ¥ ÕßÕ—π¥—∫

·√°§◊Õ ¥â“π√Ÿª≈—°…≥å∑“ß°“¬¿“æ·≈–¥â“π°“√ √â“ß

§«“¡¡—Ëπ„®‡π◊ËÕß®“°¥â“π√Ÿª≈—°…≥å∑“ß°“¬¿“æÀ¡“¬∂÷ß

‡§√◊ËÕß¡◊Õ∑’Ë „™â∂à“¬¿“æ ·°π°√–¥Ÿ°‡ªìπ‡§√◊ËÕß¡◊Õ

ª√–‡¿∑‡¥’¬«°—π·≈–°“√®—¥ ∂“π∑’Ë¢Õß “¢“«‘™“‡«™-

»“ μ√åπ‘«‡§≈’¬√å®–¡’§«“¡§≈â“¬§≈÷ß°—πμ“¡¢âÕ°”Àπ¥

¥â“π§«“¡ª≈Õ¥¿—¬∑“ß√—ß ’¢Õß ∂“πªØ‘∫—μ‘°“√‡«™-

»“ μ√åπ‘«‡§≈’¬√å(20) ·≈–°“√ √â“ß§«“¡¡—Ëπ„®„Àâ°—∫

ºŸâ√—∫∫√‘°“√π—Èπ∑ÿ° “¢“«‘™“‡«™»“ μ√åπ‘«‡§≈’¬√å®–μâÕß

¡’°“√∫√‘À“√®—¥°“√°“√„™â “√‡¿ —™√—ß ’Õ¬à“ß§ÿâ¡§à“ §ÿâ¡

∑ÿπ‡æ◊ËÕ„ÀâºŸâ¡“√—∫∫√‘°“√‰¥âμ√«®‡μÁ¡§‘«°“√μ√«®

‡π◊ËÕß®“° “√‡¿ —™√—ß ’¡’√“§“§àÕπ¢â“ß Ÿß·≈–¡’°“√

 ≈“¬μ—«Õ¬Ÿàμ≈Õ¥‡«≈“ (radioactive decay)(21)  à«π¥â“π

§«“¡πà“‡™◊ËÕ∂◊Õ·≈–¥â“π°“√¥Ÿ·≈‡Õ“„®„ à¡’§à“‡©≈’Ë¬

§ÿ≥¿“æ°“√∫√‘°“√πâÕ¬∑’Ë ÿ¥ ·μà ‰¡à “¡“√∂π”¡“

‡ª√’¬∫‡∑’¬∫‰¥âÕ¬à“ß™—¥‡®π¡“°π—°‡π◊ËÕß®“°ß“π«‘®—¬ De

Man S ·≈–§≥–(19) ·∫∫ Õ∫∂“¡§ÿ≥¿“æ°“√∫√‘°“√

(SERVQUAL) ¢Õß Parasuraman ·≈–§≥–(22) ∑’Ë¡’¢âÕ

§”∂“¡ 22 ¢âÕ·∫∫ rating scale 5 √–¥—∫

°“√‡ª√’¬∫‡∑’¬∫§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫∫√‘°“√

§“¥À«—ß·≈–‰¥â√—∫æ∫«à“ §ÿ≥¿“æ°“√∫√‘°“√∑’Ë‰¥â√—∫ Ÿß

°«à“§«“¡§“¥À«—ß„π∑ÿ°¥â“πÕ¬à“ß¡’π—¬ ”§—≠∑“ß ∂‘μ‘∑’Ë

√–¥—∫ < 0.001 À¡“¬§«“¡«à“¡’°“√ àß¡Õ∫∫√‘°“√‰¥â

μ√ß°—∫§«“¡§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√‡ªìπ°“√ àß¡Õ∫

∫√‘°“√∑’Ëª√– ∫º≈ ”‡√Á® “¡“√∂μÕ∫ πÕßμàÕ§«“¡

§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√·≈–‡æ‘Ë¡§«“¡æ÷ßæÕ„®¢ÕßºŸâ¡“

√—∫∫√‘°“√μ“¡¡“μ√∞“π HA/HPA 2006(3) ·≈–μÕ∫

 πÕß®ÿ¥‡πâπ°“√æ—≤π“§ÿ≥¿“æ¢Õß‚√ßæ¬“∫“≈

»‘√‘√“™(7,8) ·≈–π”ª√–‡¥Áπ§ÿ≥¿“æ°“√∫√‘°“√∑’ËºŸâ√—∫

∫√‘°“√‰¥â√—∫πâÕ¬∑’Ë ÿ¥ ´÷Ëß‡ªìπ‡ ’¬ß –∑âÕπ∑’Ë ”§—≠¢Õß

ºŸâ√—∫∫√‘°“√¡“æ—≤π“§ÿ≥¿“æÕ¬à“ßμàÕ‡π◊ËÕß¥—ßπ’È ¥â“π

§«“¡πà“‡™◊ËÕ∂◊Õπ—Èπ¡’°“√„Àâ¢âÕ¡Ÿ≈·≈–Õ∏‘∫“¬„ÀâºŸâ√—∫

∫√‘°“√‡¢â“„®‡°’Ë¬«°—∫‡√◊ËÕß¢Õß‡«≈“∑’Ëπ—¥À¡“¬ À“°¡“

°àÕπ‡«≈“°Á‰¡à “¡“√∂∑’Ë®–√—∫∫√‘°“√‰¥â°àÕπ ·≈–¥â“π

°“√¥Ÿ·≈‡Õ“„®„ à μâÕß¡’°“√™’È·®ß·≈–·π–π”ºŸâ√—∫

∫√‘°“√‡æ◊ËÕ„Àâ‡¢â“„®«à“À≈—ß©’¥ “√‡¿ —™√—ß ’ ‡¢â“ Ÿà

√à“ß°“¬·≈â«®–¡’√—ß ’Õ¬Ÿà¿“¬„π√à“ß°“¬ ∑”„Àâ∫ÿ§≈“°√¡’

Õÿª √√§„π°“√¥Ÿ·≈ºŸâ√—∫∫√‘°“√Õ¬à“ß„°≈â™‘¥ ·μà°Á¬—ß

¬‘π¥’„Àâ∫√‘°“√‡¡◊ËÕ¡’ªí≠À“À√◊ÕμâÕß°“√§«“¡™à«¬‡À≈◊Õ

´÷ËßºŸâ∑’ËªØ‘∫—μ‘ß“π¥â“π√—ß ’«‘∑¬“μâÕß‡ªìπºŸâ „Àâ¢âÕ¡Ÿ≈∑’Ë¥’

·≈–¡’‡«≈“„π°“√„Àâ¢âÕ¡Ÿ≈Õ¬à“ß‡æ’¬ßæÕ‡æ◊ËÕ„ÀâºŸâ√—∫

∫√‘°“√‰¥â√—∫√Ÿâ∂÷ß°“√¥Ÿ·≈∑’Ë¡’§ÿ≥¿“æ(23) ·≈–§«√ª√–‡¡‘π

§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ√—∫∫√‘°“√°“√μ√«®∑“ß‡«™

»“ μ√åπ‘«‡§≈’¬√å∑ÿ°ª√–‡¿∑‡æ◊ËÕ®—¥∫√‘°“√‰¥âμÕ∫ πÕß
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μàÕ§«“¡§“¥À«—ß¢ÕßºŸâ√—∫∫√‘°“√Õ¬à“ß·∑â®√‘ß ·≈–°“√

»÷°…“§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ¡“√—∫∫√‘°“√π—Èπ¬—ß‰¡à

§√Õ∫§≈ÿ¡∂÷ß·æ∑¬åºŸâ àßμ√«® ®÷ß§«√»÷°…“‡æ‘Ë¡‡μ‘¡μàÕ

‰ª

‡Õ° “√Õâ“ßÕ‘ß

1. ¿“«π“ ¿Ÿ ÿ«√√≥, ®‘√“¿√≥å ‚μ‡®√‘≠™—¬. °√–¥Ÿ°. „π: ®‘√“¿√≥å
‚μ‡®√‘≠™—¬, ¿“«π“ ¿Ÿ ÿ«√√≥, ∫√√≥“∏‘°“√. ‡∑§‚π‚≈¬’∑“ß
‡«™»“ μ√åπ‘«‡§≈’¬√å ©∫—∫·°â‰¢ª√—∫ª√ÿß. æ‘¡æå§√—Èß∑’Ë 2.
°√ÿß‡∑æ¡À“π§√: æ’. ‡Õ. ≈‘ø«‘Ëß; 2545: Àπâ“ 126-7.

2. Donohoe KJ, Brown ML. Collier BD, Carretta RF,
Henkin RE, OûMara RE, et al. Society of Nuclear Medi-
cine Procedure guideline for bone scintigraphy. [serial
online] 2003 [cited 2012 April 19]; Available from:
URL: http://www.snm.org/docs/pg_ch34_0403.pdf

3.  ∂“∫—π√—∫√Õß§ÿ≥¿“æ ∂“πæ¬“∫“≈. HA Standard:
Practice&Assessment (HA SPA). [Serial online] 2553
[ ◊∫§âπ‡¡◊ËÕ 1 æƒ»®‘°“¬π 2555 ] ·À≈àß¢âÕ¡Ÿ≈: URL: http:/
/www.ha.or.th/ha2010/upload/processBasic/
htmlfiles/78-5583-0.pdf

4. ß“πæ—≤π“§ÿ≥¿“æ §≥–·æ∑¬»“ μ√å»‘√‘√“™æ¬“∫“≈. °“√
∫√‘°“√Õ¬à“ß¡’§ÿ≥¿“æ. ¢à“« “√§ÿ≥¿“æ §≥–·æ∑¬»“ μ√å
»‘√‘√“™æ¬“∫“≈ 2549;7(4)1-2.

5. Parasuraman A, Zeithaml VA, Berry LL. A concep-
tual model of service quality and its implication for
future research. J Marketing 1985;49:41-50.

6. Parasuraman A, Zeithaml VA, Berry LL. Alternative
scales for measuring service quality: a comparative
assessment based on psycometric and diagnotic crite-
ria. J Retailing 1994a;70(3):201-30.

7. ß“πæ—≤π“§ÿ≥¿“æ §≥–·æ∑¬»“ μ√å»‘√‘√“™æ¬“∫“≈. §Ÿà¡◊Õ
®ÿ¥‡πâπ°“√æ—≤π“§ÿ≥¿“æª√–®”ªï 2553-2554. °√ÿß‡∑æ-
¡À“π§√: §≥–·æ∑¬»“ μ√å»‘√‘√“™æ¬“∫“≈ 2553;1-44.

8. ß“πæ—≤π“§ÿ≥¿“æ §≥–·æ∑¬»“ μ√å»‘√‘√“™æ¬“∫“≈. §«“¡
À¡“¬¢Õß HEROES „π®ÿ¥‡πâπ°“√æ—≤π“§ÿ≥¿“æ §≥–
·æ∑¬»“ μ√å»‘√‘√“™æ¬“∫“≈ ª√–®”ªï 2555. ¢à“« “√§ÿ≥¿“æ
§≥–·æ∑¬»“ μ√å»‘√‘√“™æ¬“∫“≈ 2555;13(7)1-2.

9. Dallal G. Sample size calculations simplified. [serial
online] 1997 [cited 2010 March 15]; Available from:
URL: http://www.tufts.edu/~gdallal/SIZE.HTML

10. Yousapronpaiboon K. An empirical investigation of
service quality indicators of foreign versus Thai bank
customers in the Thai banking industry (dissertation).

Ann Arbor: Nova Southeastern Univ.; 2000.
11. Yousapronpaiboon K. Improving service quality:

SERVQUAL instrumentation for measuring customer
expectations and perceptions. U. Thai Chamber Comm
J 2002;22(1):25-37.

12. Parasuraman A, Zeithaml VA, Berry LL. Reassess-
ment of expectation as a comparison standard in mea-
suring service quality: implications for future research.
J Marketing 1994b;58:111-24.

13. ∫ÿ≠„® »√’ ∂‘μ¬åπ√“°Ÿ√. ¿“«–ºŸâπ”·≈–°≈¬ÿ∑∏å°“√®—¥°“√
Õß§å°“√æ¬“∫“≈„π»μ«√√…∑’Ë  21. æ‘¡æå§√—È ß∑’Ë  2.
°√ÿß‡∑æ¡À“π§√ : ®ÿÃ“≈ß°√≥å¡À“«‘∑¬“≈—¬; 2550.

14. ∏πæß…å ∑Õßª√–æ“Ã, ®‘√“æ√ »√’ª√–¿“¿√≥å, °ÿ≈∏√ ‡∑æ¡ß§≈,
π¿“æ√ ‚μ®‘π¥“, °ƒμ¬“ Õÿ∫≈πÿ™,  ÿπ—π∑“ ‡ ’¬ß·®â«. °“√
≈¥√–¬–‡«≈“°“√√“¬ß“πº≈°“√μ√«® ·°π°√–¥Ÿ°. «“√ “√
«‘™“°“√ “∏“√≥ ÿ¢ 2552;18(1):43-50.

15. §√√™‘μæ≈ ¬»æ√‰æ∫Ÿ≈¬å. °“√ àß¡Õ∫§ÿ≥¿“æ°“√∫√‘°“√∑’Ë
‡ªìπ‡≈‘». «“√ “√«‘™“°“√«‰≈¬Õ≈ß°√≥å 2551;3(2):106-13.

16. De Man S, Vlerick P, Gemmel P, De Bondt P, Matthys
D, Dierckx RA. Impact of waiting on the perception
of service quality in nuclear medicine. Nucl Med
Commun 2005;26(6):541-7.

17. Vicente AM, Castrejón A, Delgado C, García VM,
Solís S, Romera M, et al. Patient satisfaction as qual-
ity indicator in a Nuclear Medicine Department. Rev
Esp Med Nucl 2007;26(3):146-52.

18. Timm PR. Customer service: career sucess through
customer satisfaction. 3rd ed. New Jersey: Pearson
Education; 2005.

19. De Man S, Gemmel P, Vlerick P, Van Rijk P, Dierckx
R. Patientsû and Personnelûs perceptions of service qual-
ity and patient satisfaction in nuclear medicine. Eur J
Nucl Med Mol Imaging 2002;29(9):1109-17.

20.  ”π—°ß“πª√¡“≥Ÿ‡æ◊ËÕ —πμ‘. °“√ªÑÕß°—πÕ—πμ√“¬®“°√—ß ’√–¥—∫
2: ‡Õ° “√ª√–°Õ∫°“√Ωñ°Õ∫√¡À≈—° Ÿμ√°“√ªÑÕß°—π
Õ—πμ√“¬®“°√—ß ’√–¥—∫ 2. °√ÿß‡∑æ¡À“π§√: §ÿ√ÿ ¿“; 2546.

21.  ”π—°ß“πª√¡“≥Ÿ‡æ◊ËÕ —πμ‘. §Ÿà¡◊Õ§«“¡ª≈Õ¥¿—¬∑“ß¥â“π√—ß ’:
 ”À√—∫ß“π‡«™»“ μ√åπ‘«‡§≈’¬√å. °√ÿß‡∑æ¡À“π§√: Õß§å°“√
§â“¢Õß ° §/»÷°…“¿—≥±åæ“π‘™; 2551.

22. Bromberg F, Brulin C, Andertun R, Rydh A. Patientsû
perception of quality of care in a radiology depart-
ment: a medical-physical approach. J Radiol Nurs
2010;29(1):10-7.

23. Parasuraman A, Zeithaml VA, Berry LL. SERVQUAL:
a multiitem scale for measuring consumer perception
of service quality. J Retailing 1988;64:12-37.



§ÿ≥¿“æ°“√∫√‘°“√¢ÕßºŸâ√—∫∫√‘°“√°“√μ√«® ·°π°√–¥Ÿ°∑“ß‡«™»“ μ√åπ‘«‡§≈’¬√å ‚√ßæ¬“∫“≈»‘√‘√“™

«“√ “√«‘™“°“√ “∏“√≥ ÿ¢ Úııˆ ªï∑’Ë ÚÚ ©∫—∫∑’Ë Ù ˜˜

Abstract Service Quality among Clients of Radionuclide Bone Scintigraphy, Siriraj Hospital
Kritaya Ubolnuch*, Jiraporn Sriprapaporn*, Napaporn Tojinda*, Thonnapong
Thongpraparn*, Kullathorn Thephamongkhol**, Sunanta Siangchew, Orathai
Siripitakyothin***, Krittiya Sirithongjak***
*Division of Nuclear Medicine, Department of Radiology, Faculty of Medicine Siriraj Hospital,
Mahidol University, **Division of Radiotherapy, Department of Radiology, Faculty of Medicine
Siriraj Hospital, Mahidol University, ***Department of Nursing Siriraj Hospital
Journal of Health Science 2013; 22:699-707.

Bone scan is the most common radionuclide service at Division of Nuclear Medicine, Depart-
ment of Radiology, Siriraj hospital. This study compared clients’ expectation with perceived service
quality. This would provide clients’ perspective in different aspects which could guide service qual-
ity improvement to meet the clients’ expactation. This study was a descriptive research: cross-sec-
tional study by using the questionnaire, called SERVQUAL tool. In total 122 patients had been
included during May 2010 - February 2011. Data collection was conducted with non-probability
sampling by convenience.

Expected service quality scores on tangibles were the highest, followed by reliability, assur-
ance, responsiveness and empathy. On perceived service quality, tangibles showed the highest scores,
followed by assurance, responsiveness, reliability and empathy showed the lowest scores. Compari-
son showed perceived service quality score was significantly higher than expected service quality in
all dimensions (p < 0.001).  As such, it indicated that clients recieved the excellence of service
quality as desired. The weak points showing the lowest scores, should be useful for further improve-
ment of the service. It is suggested that the service quality of all Nuclear Medicine services should
be evaluated based on clients’ satisfaction.  In addition, an evaluation of the quality on clients ser-
vice provided by clinicians should also be done to fulfill the client expectation.

Key words: bone scan, expected service quality, perceived service quality, service quality
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