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ABSTRACT

The purpose of the study was to examine the outpatient satisfaction towards
the service quality of Pathumthani Hospital. The data were collected through the
questionnaires distributed to 420 outpatients in Pathumthani Hospital.

The study showed that the majority of outpatients in Pathumthani Hospital
were female, between 51-60 years old, owned private business or were employees, used
Medicine Department service. The results of study on satisfaction levels of the 5
aspects could be concluded that the outpatient satisfaction towards the service quality
of Pathumthani Hospital was at a moderate level. The satisfaction levels could be
ranked from high to low as follows, according to the aspect of reliability of doctors and
nurses, the outpatients gave precedence to their confidential treatment of all
communications and records and the patient examination rooms with closed doors. As
regards the trust aspect, the outpatients focused on good quality and sufficient quantity
of medicines and medical supplies. With regard to the understanding aspect, the
respondents emphasized on sincere and friendly care-taking of the doctors. Regarding
the responsiveness respect, the respondents placed importance on the appropriate and
easy-to-go location of Pathumthani Hospital. Pertaining to the tangibility aspect, the
respondents emphasized on the cleanliness, tidiness, not crowed and sufficient light
respectively.



