
มห
าวทิ

ยาล
ยัร
าช
ภฏั
ธน
บุรี

Contents 

Page 

Abstract (1) 
Acknowledgments (3) 
Contents (5) 
List of Tables (7) 
List of Figures (9) 

Chapter 1 Introduction 1 
Background and Significance of Research Problem 1 
Research Objectives 4 
Research Hypothesis 4 
Scope of the Research 4 
Conceptual Framework 5 
Definition of Terms 6 
Expected Benefits 9 

Chapter 2 Literature Review 11 
Current Status of Medical Service Quality Management 11 
Medical Service Quality 14 
Patient Complaints 17 
Customer Relationship Management 19 
Related Research 22 

Chapter 3 Research Methodology 25 
Research Design 25 
Population and Sample Size 26 
Research Instruments 27 
Data Collection 32 
Data Analysis 33 



มห
าวทิ

ยาล
ยัร
าช
ภฏั
ธน
บุรี

(6) 

Contents (continued) 
 

  Page 
   
Chapter 4 Research Result 35 
 Current Status of Complaint Management in Hospitals 35 
 The Quality of Health Care Services in the General  

Hospitals based on Patient Complaints on the Online  
Platform 44 

 Guidelines for Optimizing Medical Service Quality in General  
Hospitals by Utilizing the Concept of Customer Relationship  
Management to Respond to Patient Complaints 67 

   
Chapter 5 Conclusion, Discussions & Recommendations 81 
 Conclusions 81 
 Discussions 86 
 Recommendations 92 
   
References  99 
   
Appendix  107 
 Appendix A List of Experts for Research Instrument  

  Assessment 111 
 Appendix B Certificate of Exemption from Human 

  Research Ethics Review 115 
 Appendix C Questions for Interview 119 
   
Biography  123 
   

 
 
 
 
 
 



มห
าวทิ

ยาล
ยัร
าช
ภฏั
ธน
บุรี

(7) 

List of Tables 
 

Tables  Page 
   

3.1 Complains Platform  27 
3.2 Tom W Reader Classification of Complaints 28 
3.3 Classification of Complaints of Degree Injury 31 
4.1 Specific Implementation Methods 37 
4.2 Complaint Incidence 45 
4.3 Cross-sectional List of Years and Outbreaks 46 
4.4 Outpatient, Inpatient, and Administrative Windows*Regional 

Cross-table 47 
4.5 Complainant Characteristics and Respondent Occupational  

Statistics 48 
4.6 Annual and Respondent Occupational Cross-sheets 49 
4.7 Cross-table of the Occupational Distribution of Outpatient,  

Inpatient and Administrative Windows and the Complained  
Object 50 

4.8 Complainant Occupation in different Departments 51 
4.9 The Proportion of Medical Complaints of different Levels 52 
4.10 The Degree of Injury and Dissatisfaction is Related to the  

Processing Time 53 
4.11 Classification of causes of Complaint 54 
4.12 Clinical field, Cross-table of Department and Complaint cause  

Classification 56 
4.13 In the Field of Management, Cross-table of Department and  

Complaint cause Classification 57 
4.14 The Field of Doctor-patient Relationship, Cross-table of  

Department and Complaint cause Classification 58 
4.15 Other reasons, Cross-table of Department and Complaint cause  

Classification 59 
4.16 Handling Time and Analysis of Various Fields 59 
4.17 The Cause of the Complaint and the Handling Time Relationship 60 

 
 



มห
าวทิ

ยาล
ยัร
าช
ภฏั
ธน
บุรี

(8) 

List of Tables (continued) 
 

Tables  Page 
   

4.18 The Relationship between Handling Results and Complaint  
Characteristics 61 

4.19 The Relationship between the Departments and the Processing  
Results 62 

4.20 The Relationship between the Handling Situation and the  
Processing Results 62 

4.21 Year and Telephone Response Satisfaction Cross-sheet 63 
4.22 The Relationship between the Degree of Injury and Satisfaction  

and Processing Time 64 
4.23 The Relationship between the Handling Situation and the  

Satisfaction Degree and the Handling Duration 65 
4.24 Handling the Existing Relationship between Handling Outcomes 

and satisfaction 65 
5.1 Current Status of Complaint Management in Hospitals 82 
5.2 The Quality of Health Care Services in the General Hospitals  

Based on Patient Complaints on the Online Platform 84 
   

 
 
 
 
 
 
 
 
 
 
 
 
 
 



มห
าวทิ

ยาล
ยัร
าช
ภฏั
ธน
บุรี

(9) 

List of Figures 
 

Figures  Page 
   

1.1 Conceptual Framework 5 
1.2 Medical Complaint Management System  9 
3.1 Research Planning Diagram 25 
4.1 Study the Complaint Process at the Target Hospital 37 
4.2 Complaint about the Platform Management System and  

Problems Found 41 
4.3 There are Defects in the Medical Complaint Management 42 
4.4 Statistical Chart of Processing Time (days) in Various Fields 45 
5.1 The Guidelines for Optimizing Medical Service Quality in General  

Hospitals 86 
   
   

 




