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Abstract

Title . The Satisfaction of the Head of Medical Laboratories on the Service

of Medical Instrument Representatives in Bangkok Area.
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The diagnosis in Medical laboratories has influenced the accuracy of the
diagnosis of diseases. Thus, the heads of medical laboratories have to choose
instruments from well-known companies, which have a good reputation for service, for
both before and after sales, including the ability to solve the problems for the customers
promptly. This study aimed to explore the satisfaction of the Head of Medical
Laboratories on the service of Medical Instrument representatives in the Bangkok area.
The population of this study was 216 head of Medical Laboratories in the Bangkok area.
The questionnaire was used as a tool to collect the data and the descriptive analysis
and inferential analysis technique analyzed the data.

The results of the study showed that most of the population was female, aged
between 41-50 years old and the average level of education was a Bachelor degree’s in
Medical Technology. Most of them worked in Government Hospitals. The number of
laboratory instruments was one unit of Cell Counter Analyzer, one unit of Electrolytes
Analyzer, two units of Blood Bank refrigerator, and more than two units of Clinical
Chemistry Analyzers and Centrifuges but they did not have Immunology Analyzers,
Blood Gas Analyzers and Coagulometers. The satisfaction of the head of Medical
Laboratories on the general services, it showed that they had good satisfaction on the
telephone communication and the product information given by Product Specialists.
They also had-good satisfaction on the after sales service |, especially about the

introduction of product training , problem solving, product maintenance of the



salespeople, and the ordering and delivery of goods. Moreover, they were satisfied with
the quality and speed of maintenance from service engineers. The main problems that
the head of Medical laboratories encountered were the inconvenience in contacting the
service engineers out of office hours, the price of the reagents and the high cost of
service maintenance. It also took a long time to fix the problems and there was a lack of
spare units to back up while their instruments had not been completely fixed. The study
also showed that the head of Medical laboratories expected more ability of sale persons
helping them to solve the basic problems of the certain products, high quality products
at reasonable prices, the advice on the basic knowledge to fix the basic problems, and
to give the response and call them back within 1-2 hours but it would be more
preferable if they could go to fix the instruments immediately.

There was an advisement from the study that the sellers should have enough
telephone numbers for call receiving in urgent cases with sufficiency of direct in charge
persons or specialists including their schedule arrangements. Also, they should
increase the number of product specialists with consistency product training for sale
persons, specialists and maintenance persons as well. More over, the sellers should
provide their staff, have contacting equipment, and arrange for the operation in shifts
including non-office hours. This should include the right procedure of repairing and
maintenance, collecting the complaints of the customers concerning their sérvices, cost
and prices. Moreover, the sellers should focus on the quality and reliability of
maintenance services, providing service on time including giving more information
about the products in order to influence analysis performance. This should include the
right time of equipment checking and maintenance with spare parts and equipment if
necessary. In addition, it was found that male Heads of Medical Laboratory had high
satisfaction with the instrumental maintenance guidance from product specialists and
the problem solving assistance from salespeople. Therefore, the sales company
arranged a training program concerning the instrumental maintenance and capability of
problem solving within a short period of time for the Laboratory’s staff. Regarding the

age of Heads of Medical laboratory, it was found that the satisfaction varied according



to the age range. The Heads of Medical Laboratory who were 30 or below had a high
rate at product information provided by salespeople. Consequently, salespeople should
provide enough information as well as fast services to customers. However, the Heads
of Medical Laboratories who were 51-60 years old had low satisfaction rate with after
office-hour services, which may be because of lack of good communication between
service engineers and Heads of Medical laboratory in informing the current status of the
services. As a result, the service engineers should notify the current service status to
Heads of Medical Laboratory instantly after the service had been done.

However, this study was focused only on Bangkok area. The next study should

be for all the country in order to collect the information in different location with different

information.
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