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ABSTRACT

This research aimed to study the factors which effect the term of service
quality of Banphaeo Hospital (Public Organization). This research is quantitative
research, the purpose is to; 1) To study the level of each of the organizational factors
of Banphaeo Hospital (Public Organization). 2) To study the service quality level of
Banphaeo Hospital (Public Organization) 3) To study the factors which effect
Banphaeo Hospital (Public Organization)’s service quality. The research data were
collected using a questionnaire which was the tool from the Sample group. The sample
was recorded patients from 399 samples from the OPD (Outpatients Department),
Banphaeo Hospital (Public Organization). The collected data from the questionnaires
is the tool used to analyze the statistical output, such as frequency distribution,
percentage, arithmetic mean, standard deviation (S.D.), Pearson’s product moment
correlation coefficient and Stepwise Multiple Regression Analysis.

The result found the level of each organizational factor of Banphaeo
Hospital (Public Organization) is overall at a high level. For individual analysis of
each factor found that technology had a high average, followed by task, personnel and
structure, respectively. Overall service quality of the Banphaeo Hospital (Public
Organization) is high. For individual analysis of each factor found that assurance had
the highest average, followed by reliability, responsiveness, empathy and tangible,
respectively. The organizational factor effects on the service quality of Banphaeo
Hospital (Public Organization) is positive as the statistical significance result was 0.05
based on the assumptions. The 4 factors of organizational administration had the result
of forecasting the service quality of Banphaeo Hospital (Public Organization) at an
overall percentage of 60.7. However, the most influential factor of the service quality
at Banphaeo Hospital (Public Organization) was technological.
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