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ABSTRACT

In this dissertation, the researcher examines the provision of services, service quality, satisfaction, and trust,
as well as future service expectations. In this connection, the researcher describes and analyzes the development of
the health care for the elderly service business as grounded in future service expectations in Bangkok Metropolis
and its environs (Nonthaburi, Pathum Thani, and Nakhon Pathom). In carrying out this investigation, the researcher
employed both quantitative and qualitative methods. The sample population consisted of 324 subjects. In the
qualitative phase of research, the researcher interviewed 35 policy-level administrators employed at concerned agencies
and hospitals, or who were operators of related businesses. In the quantitative phase of research, the researcher carried out a
survey investigation. The research instruments for the qualitative phase of research were interviews and a concomitant
interview form. The research instrument for the quantitative phase of research was a questionnaire. The data collected
were analyzed using statistical techniques.

Findings are as follows: The researcher determined that service provision should be sufficient insofar as concerns
the aspects of services, equipment, and instruments. As such, the researcher recommends that service prices should
be clearly specified. Locations should be convenient to access and close to hospitals. Special price promotions in the
form of packages should be offered. Treatment of clients must not be discriminatory. All services provided should meet
the same standards. Locations should be airy, properly ventilated, clean, and free of undue glare from sunlight. In the
aspect of service quality, personnel should adhere to strict hygiene in addition to being polite, and wearing proper attire.
Treatment information should be accurately recorded. All personnel should willingly provide services. They should be
warm, friendly, polite, gentle, and evince caring for their elderly clients. In the aspect of satisfaction, personnel should
be assigned to undertake the complete care of their elderly clients. Equipment should be ready for use at all times. In
the aspect of trust, family members or other responsible persons should be given explanations of treatment plans and
therapy. In the aspect of future service expectations, special services should be provided to the elderly and facilities are

standard and modern to serve the elderly.

*Author e-mail address: mr.rojanasak@gmail.com, Khunchakrit@hotmail.com
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In addition, the researcher found that the business development model future service expectations are called
“Home Health Care.” The term “Home Health Care” refers to a well-located home which provides health care for the
elderly with a good location in a good physical environment. In such a home, the elderly clients would be physically
and mentally satisfied. Costs would not be extravagant and they could be cared for by professional nurses and providers
of standardized services. Communications with the elderly clients would be designed so as to be easily comprehended
by them. Personnel would have expertise, knowledge, capabilities, and would be skilled at human relations. This would
create the belief that the services provided were reliable and trust in the services would be thereby instilled. Personnel
would be responsive in providing services and able to solve problems with alacrity while fulfilling client desires. They

could provide safe, risk-free, and secure services to clients on a continuous basis in variegated situation.
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Statistical power analysis for the behavioral sciences
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M SD a @ (0)) 3 @ ®
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(5) EXPV 4.0478 0.7828 0.945 0.437 0.652 0.381 0.544 1.000
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