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ABSTRACT

The purpose of this independent study was to investigate the satisfaction of people who

obtained services from the Out Patient Department of the Wing 41 Hospital. The data collecting

tool used in this study was questionnaires. They were used to collect data from 400 people who

obtained services from the Out Patient Department of the Wing 41 Hospital. For data analyzing,

descriptive statistics including frequencies, percentages, and means were employed.

 The study results revealed that most questionnaire respondents were female aged 20 – 29

years old. They were married and held high school or vocational school certificates. Their 

occupations were civil servants or employees with a monthly salary of less than 10,000 baht.

They got direct compensation from the Comptroller General’s Department to pay for treatment 

fees.

 Overall questionnaire respondents expressed their high level of satisfaction on every

aspect of marketing mix and service quality. Ranking from the most to the least satisfaction, the

respondents satisfied with service quality, physical appearance, price, place or service channel,

service procedure, product and service, promotion, and service personnel, respectively.

 For the aspect of product and service, the respondents showed their satisfaction in a high 

level. The top three factors that the respondents satisfied with were that they got high quality 

medicine; they were given the medicine as they expected; and they could get the diagnosis and 

treatment for all diseases, respectively.
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 Regarding the price aspect, the questionnaire respondents also showed their overall 

satisfaction in the high level. They reported that they satisfied with the price when comparing to 

the medicine quality the most, and they satisfied with the price when comparing to the quality of 

services for the second most.

 Concerning the aspect of place and service channel, the study found that the

questionnaire respondents showed their high level of satisfaction on this aspect. The top threef

factors were the convenient location, the suitable service hours, and the available telephone

service, respectively.

 In terms of the promotion aspect, the questionnaire respondents reported their overall

satisfaction in the high level. The top three factors that the respondents satisfied with were that 

the hospital provided drinking water and books for waiting people; the hospital organized or 

participated in social activities; and the hospital had distributed knowledgeable and informative

documents and brochures, respectively.

For the service personnel aspect, the questionnaire respondents satisfied with the fact that 

the hospital had sufficient medical staff (doctors, nurses, pharmacists) the most. And the

respondents reported their least satisfaction on the time spent on the X-Ray procedure, blood and 

urine examination, and the speed of test analysis.

 Regarding the physical appearances, the questionnaires respondents showed their high

level of satisfaction on this aspect. The top three factors were that the hospital had the good

ventilation system; clean buildings, and clean restrooms, respectively.

 Concerning the aspect of service procedure, the questionnaire respondents reported their 

high satisfaction on the aspect. The top three factors were the speed of medicine given, the safety

of service procedure, and the well organization of the appointment time table, respectively.

 For the aspect regarding the service quality, the questionnaire respondents expressed

their overall satisfaction on this aspect in the high level. The top three factors that the respondents

satisfied with were that the medical staff (doctors, nurses, pharmacists) looked neat and clean; the

medical staff were friendly and polite; and the medical staff had good and trustworthy 

personality, respectively. 
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