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The satisfaction of service users in Bangkok affected by the service quality

of health tourism operators

Kanravee Virotewan Wanpiyara1
Sittichai Farlang’chomg2

Abstract

The objective of this research was to study customer satisfaction regarding the
quality of services provided by health tourism operators in Bangkok. This study was
conducted through survey research. To obtain data, the researchers distributed the
questionnaires to 357 participants, who were the customers of the 7 health tourism
operators that won the 8" and 9" Thailand Tourism Awards. The research findings
indicated that the customers perceived the quality of services provided by health
tourism businesses in Bangkok at a high level. Confidence has the highest mean

(X =3.57), followed by reliability, customer response, accessibility, and caring. In addition,

the results showed that the customers’ satisfaction with health tourism services in

Bangkok was at a moderate level (X=3.47). The customers were satisfied and relaxed
after receiving services, with the highest mean (X¥=3.58), followed by customer

expectation, service performance, atmosphere, physical improvement, standardization,

variety of alternative activities, price, and instruments.

Keywords: Health Tourism Business, Service Quality, Tourism Business Operator,

Satisfaction, Service Users
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