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50358310 : MAJOR: SOCIAL AND HEALTH SYSTEM MANAGEMENT
KEY WORDS: SERVICE QUALITY / EXPECTATION / PERCEPTION / OUTPATIENT
DEPARTMENT
SOMMAIPRAPA MALIWAN: PATIENTS’ SATISFACTION ON OUTPATIENT
DEPARTMENT SERVICE QUALITY OF CARDIO VASCULAR NURSING IN SIRIRAJ
HOSPITAL. INDEPENDENT STUDY ADVISOR: ASST.PROF.BURIN T.SRIWONG, Ph.D.129 pp.

The objectives of this study were to examine the level of service provided by the
Outpatient Department, Cardiovascular Nursing in Siriraj Hospital, which involved perception,
and satisfaction in service quality. The instrument used in this study was “Service Development
Questionnaire” developed by Benjaporn Putkome included 3 Parts: Part 1: General Information,
Part 2: Out-patients’ Opinions on Expectation and Perception toward Services provided by the
Outpatient Department, Cardio-vascular Nursing in Siriraj Hospital, composed of 8 Dimensions:
Dimension 1: Convenience, Dimension 2: Courtesy, Dimension 3: Tangibles, Dimension 4:
Knowledge Provide, Suggestion, and Consultation, Dimension 5: Creditability, Dimension 6:
Readiness for Treatment, Dimension 7: Staffs’ Ethics, and Dimension 8: Prices. (Cronbach’s
Alpha for Service Expectation and Service Perception are 0.966 and 0.924 consecutively.), and
Part 3: Comments and Suggestions. Permission to use the questionnaire was grated. Sample
size was 285 samples calculated by using Taro Yamane Formula. Data collection started from
25" February to 25" March 2009. Statistical Analysis tools applied for descriptive analysis were:
frequency, percentage, average, standard deviation and for comparison of means differences
between service perceptions and service expectation. And then using differences between
service perceptions and expecptaion to determine satisfaction in service quality.

One hundred complete questionnaires collected during the data collection period
accounted for 59.7 percent of the sample size were used for final analysis. The results showed
that in Part 1: General Information: the ratio of male and female are equal to 1:1. The 60 years
old and over is the majority of the sample (35.9%). Seventy two percents are married status,
and about 36 percents were Bachelor degree graduated. Seventy percents have monthly salary
above 20,000 Baht. More than forty-one percents come to the department for treatment at least
2-5 times during the two years period. The majority (84.1%) pay out of their own pockets. The
main reason for coming here for treatment was “the availability of specialized doctors”. In Part 2:
Out-patients’ Opinions on Expectation and Perception toward Services provided by the
Outpatient Department Cardiovascular Nursing in Siriraj Hospital, the level of service
perceptions are statistically higher than the level of service expectations in All dimensions.

Program of Social and Health System Management Graduate School, Silpakorn University ~ Academic Year 2008
StUdeNt’S SIgNATUNE.............eiiee e
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