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Study the quality of maintenance services with SERVQUAL tools

before and after developing maintenance work Angthong Hospital
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Abstract

This study is a Action research and the objective is to study the SERVQUAL mechanical
service quality at AngThong Hospital in the view of administrators. The samples are 167 Ang Thong
hospital personnel that use the mechanical service via Technician Service between 21 June and 5
September 2023 and they are collected the data with questionnaires in 2 periods: pretest and
posttest. Descriptive statistic methods are used: frequency, percent, mean, standard deviation, and
the pretest and posttest data are compared with paired T-Test.

The results showed that users had the lowest overall expectations for the service and
they have the highest expectations in terms of responding to needs and the highest level of overall
perception of service in terms of understanding and compassion.

The comparison showed that the service quality of maintenance work from the
perspective of personnel. There was a statistically significant change in service quality in all 5 areas
better than before receiving the service (p<0.001).

The research suggest that the management focus on improving the quality of service in
terms of understanding and compassion as much as possible, especially in expressing importance
to the work that you report for repair, such as enthusiasm and attention in the assigned repair
work. In addition, channels for expressing opinions should be added. Responding to tasks in the
system and speeding up the response to the repair program in the service to increase the efficiency
and quality of service are also the issues to be improved. These guidelines can help increase

options to improve the quality of maintenance services.

Keyword: Quality Maintenance, SERVQUAL Tools
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Aunmu3ng egluszduge fovay 85.0 Weinrsandisazuuuade nuAtads Wintuan10.23 Azuuy
Bu17.52 Azuuu mud1dy wenand e TnNanTAEUATIILANATIAZLLLLAAY AMAIMUINTS
fheafin Paired t-test wuin fanadsaunmuinissnunsdile waziveniiulalunudentngs uansng
Auegeltsd1Agyn19ana (p-value < 0.001)
AMNINUINTIAEAINTIN HaN1TIFeNUI Tudieneusuusnis naumetsdulvg dany

AAndlun135UUsNIT MnsInvesugeNt13e aglusedui Seuay 83.2 AMenAIlAsUUINIT WU dau

Ingyfinissuiianelalunmsiulunissuuinig eglusedugs Sesas76.0 WelnsanmgasiuuRiy WU

Y
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ARRLINTNAIN 64.95 Avuun T 111.89 AzLUY AINEIAY WaNIINT WIBNIITUIHANIINAROUAIIY
WANFIYBIATIULAREA INTINAMAINNITUINISMEERR Paired t-test WU dAadeauianelanuam

NugenU§e uanseiuegddedAyneaia (p-value< 0.001) Fapn5199 4

M13199 4 W3guiiiuauAINUINITYRIUYaNU1Te naukasnddlasuuInig

AMATWUSMSYRY  NauUUINTS naslasuuinis X S.D.
L . = . = . ” . ” t df  p-value
SQULGINTRER i Sewar  dwou Fewar  fow WAY  feu WA
il 1 dnvazneusnvesnugautige
seffusin 129 772 11 6.6
sgAuUIUNaN 24 14.4 24 14.4 20.39 3453 6.0 57  -19.967 166 0.001
FEAUFS 11 8.7 132 70.9

M13799 4 WSBULTguANAINUINISVRIUTaNUN T Nauasndlldsuuinig (de)

AMANNUSNISVDY fausuusNg waglAsuuINg X S.D.

) o, - - - - . — . — t df  p-value
NugauUFe Fwaw ¥ewar  dwau Seway  few  MAY  nou  Mad

Fudi 2 anuundedelingde

szdus 132 79.0 14 8.4

seauUIUNaNg 24 14.4 25 16.8 12.15 2116 397 410 -18.836 166 0.001
TEAUGS 11 6.6 125 74.9

g1ufi 3 nsneudusIianIUdaINS

seus 136 81.4 14 8.4

searuUIUNAg 21 126 29 174 1217 2135 365 4.12 -19941 166  0.001
TEAUGS 10 6.0 124 74.3

gruit 4 nslfaanudodiu

spéus 130 77.8 10 6.0

seauUIUNaNg 27 16.2 22 13.2 10.01 1733 294 308 -20.138 166 0.001
FEAUGS 10 6.0 135 80.8

g1udi 5 nsdla wazdiveniiule

spéus 122 73.1 10 6.0

seauUIUNaNg 31 18.6 15 9.0 10.23 1752 3.18 295 -19.20 166 0.001
TRV 14 8.4 142 85.0

ANNIMUINISIABATNT N

sdush 139 83.2 13 7.8

seauUIUNANg 19 11.4 27 162 6495 111.8 184 185 -20.899 166  0.001

FEAUG 9 5.4 127 76.0
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AUABINITVRIR TUUINIT wazn1sgenUisessuusabilidanunsouuasiieanesonufeen15ves
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