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ABSTRACT

According to the Thailand’s government strategic plan to develop the
country’s capacity into the “Center of Excellent Health of Asia” show that the number
of international patients continuing to rise, while a number of callers have increased,
many hospitals face difficulties to determine the number of manpower or call center
staffs to promptly respond those calls. Long waiting time may cause some callers
abandon their lines, which leads to hospital’s loss of opportunity. In this paper, we focus
to assess service quality of hospital call center by using SERVQUAL model. The results
can be used to develop guideline to improve service quality of the hospital call center.
Data collection is conducted with non-probability sampling by convenience sampling 60
data sets were collected and analyzed by Kano model and then determining the
optimal number of call center staffs and assigning them in a service time horizon. We
propose an integrated framework of three models: SERVQUAL, Kano's, and Mixed-

Integer-Nonlinear-programming to solve the manpower planning
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