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Satisfaction of Employees at Mae Moh Power Plant and Mae Moh Mine Towards Service

Quality of Medical Service Division, Mae Moh Power Plant
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ABSTRACT

The purpose of this research is to study the satisfaction of employees at Mae Moh power plant and Mae
Moh mine towards service quality of Medical Service Division, Mae Moh Power Plant using five concepts of service
quality (SERVQUAL); tangibility, reliability, responsiveness, assurance, and empathy. The study has collected 400
subjects by the questionnaires. The collecting data were analyzed using descriptive statistics which consist of
frequency, percent and average, and comparison between the importance and satisfaction’s level with the
Importance-Performance Analysis, IPA.

The result of the studies show that most of subjects are men who was around 51 to 60 years, married,
graduated in bachelor’s degree or equivalent, being in 1-7 levels of Directing Operations of Mae Moh Power Plant
parts, getting at least 80,000 baht per month. The subjects come to this Medical Service Division, Mae Moh Power

Plant because of the benefit that the subjects get as the employees
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The subjects primarily decide the assurance concept as the most important level of service quality, then
reliability, empathy, responsiveness, and tangibility respectively. In the assurance concept, the subjects importantly
concern at the highest level about the service with no-danger and no-risk, and feeling confident with the service
from all staffs. In the reliability concept, the subject importantly concern at the highest level about the maintenances
on medical equipment which is totally useable. In the empathy concept, the subjects importantly concern at the
highest level about the service mind of the staffs; doctors, nurses, and others that are pleased and kindly. In the
responsiveness concept, the subjects importantly concern at the high level about the service in due time. Finally the
tangibility concept, the subjects importantly concern at the high level about the facilities which are convenient, clean,
and furnished.

The subjects primarily decide the assurance concept as the satisfaction of the service quality, then
empathy, reliability, responsiveness, and tangibility. In the assurance concept, the subjects are satisfied at the high
level with the hospitable, welcome, and polite staffs. In the empathy concept, the subjects are satisfied at the high
level with the service mind of the staffs. In the reliability concept, the subjects are satisfied at the high level with
the well-organized data of the patient in the Medical Service Division, Mae Moh Power Plant. In the responsiveness
concept, the subjects are satisfied with service in time. In the concrete concept, the subjects are satisfied at the
high level with the proper dress of all staffs.

After analyzed the satisfaction with IPA, it shows that four minor factors are highly concern as the most
importance but has the least satisfaction’s level (Quadrant A). These factors are about the responsibility of the
service quality which includes the readiness of the staff to service patients, the energetic of staffs for the service, the
availability and timeliness for the staff service and finally the guidance of the staff to the patient. These factors are
certainly the characteristic of the service which are most importance to the patient but the patient is untreated well

enough. This should be look after and be improved as soon as possible.
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