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ABSTRACT

This research aimed to: (1) examine the level of service quality of the Human Resource
Management Division at King Chulalongkorn Memorial Hospital, Thai Red Cross Society; (2) compare
differences in service quality classified by personal factors; and (3) investigate the relationship between
personnel competency and service quality. The sample consisted of 223 service recipients. Data were
collected using questionnaires and analyzed using descriptive statistics, namely percentage, mean, and
standard deviation, as well as inferential statistics, including one-way analysis of variance (ANOVA) and
Pearson’s correlation coefficient. The results revealed that the overall service quality was at a high level.
The dimension of tangibles had the highest mean score, followed by empathy, responsiveness, and
reliability, respectively. The hypothesis testing indicated that gender had a statistically significant effect on
service quality (F = 3.09, p < .05). Additionally, both personal and functional competencies of personnel
were positively correlated with service quality at a statistically significant level. Therefore, organizations
should place importance on the continuous development of personnel competencies to further enhance

the efficiency and effectiveness of service quality.
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