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Kuntida Sumalee. (2011). The Study of Training Need to Develop Staff’s Service
Quality in Wuttisak Clinic . Master thesis, M.Ed. (Adult Education). Bangkok:
Graduate School, Srinakharinwirot University. Advisor Committee: Lecturer Dr. Wutani

Rojsomrith, Assoc. Prof. Dr. Sauwanee Lewan

The objectives of this research are 1) training need to improve the service quality of
staff of Wuttisak Clinic 2) to compare the training to improve the service quality of the staff
of Wuttisak Clinic according to the variables such as age, education, monthly income, work
experiences and experience from relevant trainings 3) to collect problems and
recommendations on the training need to improve the staff's service quality of Wuttisak
Clinic. The samples consisted of clinical staff from forty-five Wuttisak branches in Bangkok
selected by means of purpose sampling of 6 positions of the front desk service officers,
namely, chief of the branch, deputy chief of the branch, public relations officer, cashier,
officer responsible for providing medicine and patient attendant in a total number of 270
persons. The tools for collecting data were questionnaires and the data was analyzed by
taking into account frequencies, percentage, mean, standard deviation. Comparison was
made on differences of the mean between 2 groups. T-test method was used with more
than 2 groups while F-test were used according to Scheffe's Method

The findings can be summarized as follows:

1. The need to train the staff of Wuttisak Clinic, Bangkok branches to improve
their service quality in terms of overall training and individual aspect of training is at the
highest level with the mean in orderly manner from the highest to the lowest level as
follows: 1) the knowledge on the products 2) the development of personality and
3) customer service and incentive strategy.

2. The comparison of the needs for training of staff to improve their service quality
of Bangkok branches of Wuttisak Clinic divided according to variables resulted in difference
with statistical significance as follows: 1) employees at different ages have different need for
overall training and personality training with statistical significance of .01 and the knowledge
on product with statistical significance of .05; other than that, there is difference with no
statistical significance; 2) employees with different education level have different need for
overall training, personality training and knowledge on product training with statistical
significance of .01, and customer service and incentive strategy with statistical significance
of .05: 3) employees with different monthly income have different need for the overall

training with no statistical significance but when taking into consideration individual aspects,



it was found that the difference in knowledge on the products has statistical significance at
the level of .01; other than that, the difference has no statistical significance; 4) employees
with different positions have different need for the overall training and the 3 individual
aspects of the training with statistical difference of .01; 5) employees with different work
experiences have different need for overall training and the 3 individual aspects with
statistical difference at the level of .01 and .05 and 6) employees with different experience
in service training have different need for overall training and the 3 individual aspects with
no statistical significance.

3. Regarding the recommendations concerning the demand for training of staff of
Wouttisak Clinic to improve their quality of services, they are as follows: 1) for the
development of personality, there is the need for communication with customers via
telephone with the same standard and there should be simple manners in introducing
themselves to the customers 2) for customer service and incentives strategy, they should
be consistent sales staff with the ability to make decisions, to create loyalty of employees
toward customers and they should have creative selling techniques and 3) for knowledge
on the products, they should know the advantages of the products such as glucosamine
glutathione Vista drink, the information on beautification products of Korean surgical-style

beauty click and other beauty products sold in Pharma Café.
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RELIABILITY ANALYSIS — SCALE ( ALPHA)

Item-Total Statistics

Scale Mean if tem  Scale Variance if  Corrected Item-  Cronbach's Alpha

Deleted Item Deleted Total Correlation if ltem Deleted
af 181.5667 233.702 .946 .960
a2 181.5667 233.702 .946 .960
a3 181.5667 233.702 .946 .960
a4 181.5667 233.702 .946 .960
a5 181.5667 233.702 .946 .960
ab 181.5667 233.702 .946 .960
a7 180.7667 255.909 -.262 .964
a8 181.5667 233.702 .946 .960
a9 181.5667 233.702 .946 .960
a10 181.5667 233.702 .946 .960
b1 181.5667 233.702 .946 .960
b2 181.5667 233.702 .946 .960
b3 181.5667 233.702 .946 .960
b4 181.5667 233.702 .946 .960
b5 181.5667 233.702 .946 .960
b6 181.6667 246.851 .302 963
b7 180.7667 253.909 .080 .963
b8 180.7667 254.254 .021 963
b9 181.4333 241.289 539 .962
b110 180.8000 255.683 -.165 .964
b11 181.4333 241.289 539 .962
b12 180.8667 252.602 154 .963
b13 181.4333 241.289 539 .962
b14 180.8000 255.476 -.139 .964
b15 181.4333 241.289 539 .962

b16 180.8667 255.637 -.122 .964
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RELIABILITY ANALYSIS — SCALE ( ALPHA)

Item-Total Statistics

Scale Mean if Item Scale Variance if Corrected Item- Cronbach's Alpha

Deleted Item Deleted Total Correlation  if Item Deleted
b17 180.9000 255.197 -.077 .964
c1 181.4333 241.289 539 .962
c2 180.7667 254.254 .021 .963
c3 181.6667 246.851 .302 963
o7} 181.5667 233.702 .946 .960
c5 180.7667 254.254 .021 .963
c6 181.6667 246.851 .302 963
c7 181.6667 246.851 .302 963
c8 180.8000 253.407 116 .963
c9 180.8000 251.545 .348 963
c10 181.5667 233.702 .946 .960
c11 181.5667 233.702 .946 .960
c12 181.5667 233.702 .946 .960
c13 181.5667 233.702 .946 .960
cl14 180.9000 252.714 129 963
c15 180.9000 252.714 129 .963

Reliability Statistics

Cronbach's Alpha N of Case N of Iltems
.962 30 42
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