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ABSTRACT

The main objectives of this study were: 1) to examine the quality of service of the Special
Medical Service Center, Chiang Mai University, 2) to explore the patients’ level of satisfaction
towards the services of the Center, and 3) to investigate problems and attitudes of the patients
towards the services of the Center. Data were collected through questionnaires and interviews on
a random sampling of patients, who came for treatment at the Special Medical Service Center,
Chiang Mai University, divided into two groups, namely, 200 general patients and 100 staff
patients. Data were analyzed by the Statistical Package for Social Sciences/Personal Computer
(SPSS/PC) and descriptive statistics including frequency, percentage, mean, standard deviation,

and t-test.

The study revealed that the quality of services and the patients’ level of satisfaction
towards the quality of service of the Special Medical Service Center, Chiang Mai University were
at a high level with a statistical level of significance of 0.001 which was in accord with the
hypothesis. The patients, different in historical background and rights, possessed different attitudes
towards the quality of services and the level of satisfaction towards the quality of services while

the t-test score was not different which was not in accordance with the hypothesis.



In addition, problems most frequently found by patients were, namely inadequate parking
lot as well as difficulty in finding parking spaces, congested service areas, insufficient seats for
patients, slow service owing to the doctor’s lateness, the late approach of transfer patient staff to
the patients, the long waiting time for the elevators and the slowness of the elevators in going up
and down, the slowness of the computer system, insufficient facilities in the patient’s room and
insubstantial service staff (doctors, nurses and officers). However, patients suggested that the
Center should provide parking space near Sripat Building, expand all service areas, require the
doctors to come for medical treatment on time, encourage transfer patient staff to be more
enthusiastic and serve more promptly, improve the elevator and computer systems to work more
speedily, provide adequate facilities for patients, and add more personnel in many units, including

improvement and training in service practices for service staff persistently and constantly.





