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CUSTOMER SATISFACTION WITH MEDICAL NARCOTIC DRUGS BY ONLINE ORDERING

SYSTEM, NARCOTIC REVOLVING FUND, FOOD AND DRUG ADMINISTRATION THAILAND

AN ABSTRACT
BY
JARUWAT WISUTTIKUL

Presented in Partial Fulfillment of the Requirements for the
Master of Business Administration in Pharmacy Organization Management
at Srinakharinwirot University

December 2015



Jaruwat Witsutikul. (2015). Customer satisfaction with medical narcotic drugs by online
ordering system, Narcotic Revolving Fund, Food and Drug Administration Thailand.
Master's Project, MBA. (Pharmacy Organization Management). Bangkok: Graduate
School, Srinakharinwirot University. Project  Advisor: Asst. Prof. Dr. Somying

Pumtong.

The purpose of this research is to measure customer satisfaction with medical
narcotic drugs by online ordering system. One hundred and eighty-three government and
private hospitals where ordered medical narcotic drugs by the online system were
population. Data were collected by self-administered questionnaires between 15 August
and 15 September, 2015. Descriptive statistics (frequency, percentage, mean, and standard
deviation) were used in data analysis. One hundred and forty-two questionnaires were
returned (response rate 78%). Almost three-quarter was the government hospitals.
According to the type, most of them were the community hospital (33%), followed by the
private hospital and the regional hospital (25% and 20% respectively). Findings showed that
most of respondents were women (68%), graduated with bachelor degree (65%) and the
average age was 3816.9 years. Overall, their satisfaction with online ordering system was
high (3.7910.49, possible score 1-5). The highest mean score was privacy policy
(4.051%0.59), followed by system availability (4.02%0.77), system efficiency (3.98%0.58),
fulfilment (3.9710.46), and contact channel (3.46%0.78) respectively. Responsiveness
dimension had the lowest mean score (3.26i0.80). Although the mean average score was
high, there were some issues that needed to be improved for developing the online ordering
system. The Narcotics Revolving Fund may consider to add the fault notification alert with
Short Message Service (SMS), and Interactive Voice Response (IVR), as well as revise the
work manual. This study results can be used for improving the information technology
system for online ordering and service policy in order to fulfill the customers’ need and

satisfaction with the online service.
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1. AN WNYAILLLALDIN UMD

AU o ABIUIAALUN
AYNNLUIZANENIN (efficiency) 1 642
2 JA75
3 745
4 .850
5 781
mamaqﬂwma (fulfillment) 6 .848
7 122
8 .858
9 .889
10 402
11 .565
12 792
ANNWERNTAITZUL (System 13 672
availability) 14 .812
AuLTlugIUA (privacy) 15 .803
16 297
NI1TRALIAUDN (responsiveness) 17 .656
18 .619
TAINNNITAAGD (contact) 19 575
20 762
21 .830

2. ANANNITANUIALLLARLDNINTL 0.950
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