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In this thesis, the researcher investigates (1) the levels of satisfaction
evinced by customers receiving services at the Excellent Center at Vejthani
Hospital in three aspects. These aspects are the needs of service receivers;
whether Center responses meet customer expectations; and perceived service
quality. The researcher also compared (2) the levels of satisfaction exhibited
by the customers under study by reference to the demographical
characteristics of gender, age, educational level, occupation, and the services
received at the Excellent Center. Finally, the researcher reports on (3) the
recommendations made by these customers pertinent to their satisfaction with

the services they had received at Vejthani Hospital.

(6)



Using the proportional quota sampling method and on the basis of an
extrapolation from Taro Yamané’s formula, the researcher selected a sample
population of 400 subjects of investigation. Used as an instrument of research
was a five-rating scale questionnaire constructed by the researcher eliciting
data regarding customer satisfaction couched at the reliability level of 0.97.

Using techniques of descriptive statistics, the researcher analyzed the
data obtained in terms of frequency, percentage, mean and standard deviation.
T-test and one-way analysis of variance (ANOVA) were also techniques
employed by the researcher.

Findings are as follows:

1. Customers receiving services at the Excellent Center at Vejthani
Hospital were satisfied with the services in an overall picture and in the
aspects of the needs of service receivers and whether Center responses met
customer expectations at the highest level. However, in respect to the aspect
of customer perceptions of service quality, satisfaction was found to be at a
high level.

2. Customers receiving services at the Excellent Center who differed in
the demographical characteristics of gender, age, educational level, and
occupation did not evince concomitant differences at the statistically
significant level of 0.05 in respect to their satisfaction with services received.
Nevertheless, those who differed in the services received displayed parallel
differences in levels of satisfaction with these services at the statistically

significant level of 0.05.

(7



3. The customers being investigated recommended the following:
Hospital staff personnel should work as a team in respect to a number of
matters of customer concern. The customers believe that the opening time of
the Center should be one hour earlier than what is now the case or closing
time should be one hour later. They also recommend that available parking
space should be augmented on Saturdays and Sundays and that the

temperature in the service areas should be appropriately regulated.

(8)
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