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ABSTRACT

The objectives of this independent study are to explore customer satisfaction
towards service quality of Sriphat Center, Faculty of Medicine, Chiang Mai University and to
find out how to improve service quality of the center. Samplings are identified to 400 outpatients
of 4 different clinics: Medicine, Surgery, Obstetrics and Gynecology, and Pediatrics. Data are
collected by questionnaires, as the research tool; then all data derived are analyzed by the
descriptive statistic, consisting of frequency, percentage, and means.

The findings presented that most outpatients were married female, aged between
31-40 years-old with Bachelor’s degree and worked as the government servants/state enterprise
officers who earned monthly income at amount of 10,001-20,000 baht. They had been receiving
service at the center for 1-3 years with the frequency at once in 2-5 months and mostly at
Medicine Clinic. Reason in taking service from the center was to be treated by the specialists.

The results of study on customer satisfaction towards service quality of Sriphat
Center, Faculty of Medicine, Chiang Mai University indicated that the outpatients rated their
satisfaction at the highest level for reliability aspect and at high level for aspects namely
appearance, communication, courtesy, ability, consistency, security, prompt responsiveness,
morality of service provider, understanding, and convenience, respectively.

Hereafter were showed the sub-aspects that the outpatients satisfied with the most.
In convenience aspect, the highest satisfaction was the working hours (Mondays to Sundays at

08.00-20.00 hrs.). In communication aspect, the highest satisfaction was the accurate, detailed,
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and clear medical information given by the service provider. In ability aspect, -the highest
satisfactions were the knowledge and proficiency of doctors and the accuracy in providing
medical service.. In courtesy aspect, the highest satisfaction was the polite conversation made by
officers in an overall view. In reliability aspect, the highest satisfactions were the fame of specials
at the center and the reliability of the center itself. In consistency aspect, the highest satisfaction
was the equal services to all patients in an overall view. In prompt responsiveness aspect, the
highest satisfactions were the full service mind of officers and the rapid service. In security
aspect, the highest satisfaction was the hygiene of medical tools and equipment. In appearance
aspect, the highest satisfaction was the availability of all medical tools and equipment to serve
patients. In understanding aspect, the highest satisfaction was the availability of clean drinking
water to serve patients. In morality aspect, the highest satisfaction was the fair treatment done to

all patients without discriminations on patient’s financial status and position.





