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K44352202 : MAJOR : CONSUMER PROTECTION IN PUBLIC HEALTH

/OUTPATIENT DEPARTMENT
Fit.Lt. BENJAPORN PUTKUM : PATIENTS’ SATISFACTION ON OUTPATIENT
DEPARTMENT SERVICE QUALITY IN CHANTHARUBEKSA HOSPITAL. THESIS ADVISOR :
BURIN T. SRIWONG, Ph.D. 144 pp. ISBN 974-464-436-2.

The purposes of this study were to measure patients’ satisfaction on service quality of the outpatient
department, Chantharubeksa Hospital in Nakhon Pathom Province, Thailand and the relationship between each
of the patients’ factors and patients’ satisfaction on service quality each of service quality provided by the
outpatient department. Self-administed questionnaires were used for data collection from 438 patients of the
outpatient department. All patients were selected as the stratified random sampling of the study by convenience
sampling technique from October 1" to November 30“‘, 2003. Both descriptive statistics (frequency, mean,
standard deviation) and inferential statistics (Paired Sample T-Test, Pearson Chi-square) were used to analyze
the data obtained.

Results showed that, significantly, patients were dissatisfied on convenience, responsiveness and
medical information (p<0.05). The analysis of the relationship between each of the patients’ factors and
patients’ satisfaction on each of service quality showed that “Unit of service” was significantly related with
patients’ satisfaction on convenience (p<0.05). “Education” was related with patients’ satisfaction on courtesy.
“Income” was related with patients’ satisfaction of tangibles and credibility. “Gender”, “Marital status”,
“Education” and “Type of iliness” were related with patients’ satisfaction on medical information.

Suggestions from this reséarch are that patients’ satisfaction on each of service quality provided by
the outpatient department of Chantharubeksa Hospital can be improved. The director and the administration
committee of Chantharubeksa Hospital should focus on service quality development in each specific service
quality dimension such as convenience, responsiveness and medical information. More information should be
given to patients for better understanding, So that patients’ satisfaction level would be improved. Patients’

satisfaction would be one of the most important factors for Hospital Accreditation in the near future.





