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ABSTRACT

This independent study aimed at investigating satisfaction of service recipients
towards service quality of Outpatient Pediatric Department at Chiangmai Ram Hospital. The
samples were specified to 420 parents of children patients of the Outpatient Pediatric Department
at Chiangmai Ram Hospital and the questionnaires were used as the tool to collect data. Data
analysis of this study was based upon descriptive statistics including frequency, percentage, and

mean.

The findings showed that most respondents were 31 — 40 years old married female
with Bachelor’s degree, working in private company and earning monthly income at the amount of
10,001-20,000 baht. Most of the respondents had received services from the Outpatient Pediatric
Department at Chiangmai Ram Hospital for more than 5 years. Most of the respondents came in
the hospital once in 2 -5 months. The reason in selecting the hospital was the availability of
specialists. The previous hospital they visited was Maharaj Nakorn Chiangmai Hospital and the
reason for changing the hospital was that there were specialists at Chiangmai Ram Hospital.

The results of the study on satisfaction of service recipients towards service quality
of Outpatient Pediatric Department at Chiangmai Ram Hospital showed that the service recipients
were highly satisfied with the following qualities of service: credibility, courtesy, security,
reliability, responsiveness, communication, tangibility, competence, convenience, and customer

understanding, respectively.



For convenience, the service recipients were satisfied the most with medical
appointment in advance, and appropriate service hours.

For communication, the service recipients were satisfied the most with being able to
ask questions and getting answers from medical services personnel, and being provided accurate
and clear information on medical treatments in details.

For competence, the service recipients were satisfied the most with the specialty
and the expertise of medical service personnel.

For courtesy, the service recipients were satisfied the most with polite manner of
and conversation with doctors, nurses, and officers and proper dress of medical service personnel
together with the friendly and respectful attention to service recipients.

For credibility, the service recipients were satisfied the most with the reliability of
the department as well as the fame of its specialists and the responsibilities of its medical service
personnel.

For reliability, the service recipients were satisfied the most with the accuracy in
offering treatment as informed and the ability to cure patients as promised.

For responsiveness, the service recipients were satisfied the most with the
willingness of nurses and officers in providing services, and the availability of doctors and nurses
at all time.

For security, the service recipients were satisfied the most with the complete and
hygienic medical tools and equipments.

For tangibility, the service recipients were satisfied the most with proper dresses and
personalities of doctors and nurses from the department.

For customer understanding, the service recipients were satisfied the most with

understanding the needs of service recipients, and being able to remember the regular outpatients.



