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ABSTRACT

Primary Care Units were established under the health system reform policy with the
goal of helping people to be healthy and assist people to be able to take care of their own health.
These organizations must have standard quality services and the clients must be satisfied. The
purpose of this descriptive study was to describe the level of service quality as perceived by
clients at Thakad Primary Care Unit, Mae Tha district, Lamphun province. Sample included 350
clients, age 15 and above, who received services at Thakad Primary Care Unit during November
and December 2007. The research instrument was a questionnaire modified from Woranart Lao-
atiman (2005) based on Samroung Yangkratok and Rujeera Mungklasiri (2001). Content validity
and reliability were 0.95 and 0.94, respectively. Data were analysed by descriptive statistics.

The results of the study are as follows:

Overall, service quality as perceived by the sample was at a high level (X=2.70,
S.D. = 0.29). Similarly, the service quality of each aspect as perceived by the sample was also at a
high level. The average mean of service quality in the structure standard aspect was 2.63
(S.D. = 0.38); the mean of service quality in the process standard and in outcome standard were

2.93 (S.D.=0.25), 2.73 (S.D. = 0.33) respectively.



The results of this study can be used as guidelines to improve and develop good

quality services. These results can also serve as guidelines to improve dissatisfied services.



