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Thai Massage’s Customer Satisfaction Survey at Banlat Hospital in Phetchaburi Province
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Abstract

This research aimed to study the patients/customers’ satisfaction of using Thai massage service at Banlat hospital
in Phetchaburi province. The data was collected by using the Likert scale measurement which included 3 aspects of services.
Those were service process, health care and facilities. Among the sample group of 201 patients, the result of the satisfaction
level was in high score with an average of 4.29 from the maximum of 5 and with an average 80.31% of sample group. The
analysis of Paired sample t test found that the patients’ feedback in the aspect of pain reduction was significantly agreed. In
addition, the analysis of Least significant difference (LSD) found that the patients with back pain had less satisfaction when
compared to the others who had pain in the other positions of the body. Furthermore, the study found that the patients’
satisfaction was related to the service process of the hospital. It was suggested that the research results would be useful for
improving the hospital service of hospital administrators. Besides; to maintain the good service and the improvement, the
satisfaction survey result can be used to improve patients’ satisfaction to their expectation. This would be the most important
step towards health promotion system improvement.

Keywords: Customers’ satisfaction, Pain measurement scale, Health promotion system.
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