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School. Srinakharinwirot University. Project Advisor: Dr. Warangkana

Adisornprasert

The purpose of this research is to study the overall satisfaction, loyalty and
perception of service quality toward part — time service quality of out patient department,
Institute of Dermatology in Bangkok in terms of service offered by nurses, service and
medical fee, doctors’ reliability, medical equipments, service period, service offered by
receptionists and physical environment and parking area.

The sample used in this research is 385 customers who has been receiving
services offered by out patient department of Institute of Dermatology. Questionnaire is used
as a research tool. Various statistical techniques are utilized to analyze the data such as
percentage, mean score, standard deviation, Independent Sample t-test,

One - Way Analysis of Variance , Pearson Product Moment Correlation Coefficient

The results are revealed as follows :

1. Most of customers who have been receiving services offered by out patient
department of Institute of Dermatology are female, age between 26 — 35 years old, holding
bachelor degree, working as private companies employee, having income between less
than or equal to 5,000 Baht

2. The customers’ perception towards service quality in terms of service offered
by nurses, service and medical fee, doctors’ reliability, medical equipments, service period,
service offered by receptionists and physical environment and parking area are at good
level, whereas in terms of service period and physical environment and parking area are at
moderate level.

3. Customers have high satisfaction towards service quality of out patient
department, Institute of Dermatology.

4. Customers have high loyalty towards out patient department, Institute of

Dermatology.



5. The hypothesis testing results are as follows :

5.1 Customers with different education level who have been using
service at out patient department, Institute of Dermatology have different satisfaction at
statistically significant level of 0.05.

5.2 The perception in terms of service offered by nurses, doctors’
reliability, medical equipments, service period, service offered by receptionists and
physical environment and parking area are correlated to overall satisfaction at statistically
significant level of 0.05.

5.3 Overall satisfaction is correlated to customers’ loyalty towards out

patient department, Institute of Dermatology at statistically significant level of 0.05.
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o ndl e v o .
4.1.4 YWULARLNNNNANTIAADLAINANYTDILAINIAIIA ( Coding ) Tuwu
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o = k convariance / variance

1+(k-1) convariance / variance

He k WK SNUIUAININ
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plalnew (aen atadiinym. 2544 : 135) tneldgmasan
F = MS,

Tnel df, = k-1



45

HE F unu - pradafiagduBaufeufuAingrainnisanuuy
F Lﬁﬂmmﬁmﬁﬁﬁm
MS, uwnu  AfdseunniaesAnilslsauseudnangu
MS, uwnu  Andssannsaesadnulsleunislungw
k WY ATUIUNGH
Wy AuauanIEnlungs fretnasannauan
df,  uny %ummLﬂu‘ﬁmmmmmLLﬂaﬂmmwd’Nmﬁu
Df,  unu %ummLﬂuamzmmmmLLﬂiﬂmumﬂumju

o o o

ﬂiﬂjﬂllﬂ'mﬂ\lLLﬁ]ﬂﬁi’]Q'ﬂﬁi’]\?ﬁUEl@’]ﬂmV]’]\i@aa ALNINNTATINABLAINUANFNLT W

[

1 '
IS o

91816 NILALTRAATY .05 YFRsTAUANNTaNY 95% TnaldgmInnait Least Significant
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IAYARIULAAR AU (AU) sasaz

WA
i ald 168 43.70
IATN 217 56.30
79U 385 100.00

GRld
fangn 25 1 112 29.10
26-35 1 142 36.90
36-45 1 70 18.20
46 Tyl 61 15.80
79U 385 100.00

SALINNTANTEN

FndnsTsenAnunentlant 39 10.10
AsanAnEnauLlane/ilad. 33 8.60
auLTeyay/ag. 62 16.10
Beynynms 220 57.10
genanifSeynynes 31 8.10
79U 385 100.00




49

M99 1 (FiR)

TaYARIULAAR AU (AN)  SaEAT
AN
wilnaudnsan/igiaivne 49 12.70
WHNIULTENLBNT 119 30.90
Usznaugsnadiusa/Anang 77 20.00
udtwnainu 34 8.80
AN Faw 106 27.50
TN 385 100.00
elfsalnan
FndnsisawinfL 5,000 LM 88 22.90
5,001 -10,000 1 67 17.40
10,001-15,000 1N 56 14.50
15,001-20,000 U 57 14.80
20,001-25,000 1 42 10.90
25,001-30,000 1 32 8.30
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s, R STAUNNTSUS
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F-test for Equality of Means

Gt X S.D. F Sig.
(2-tailed)
ANNane la fnndn 25 T 3.50 0.77 1.59 0.19
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F-test for Equality of Means
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Boyeyms 355  0.78
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F-test for Equality of Means

AINNana e BTN X SD. F Sig.
(2-tailed)
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F-test for Equality of Means

ANAane la selreLRa X SD. F Sig.
(2-tailed)

AuRanala Fndnvidewinfu 500000 359 078 066  0.681
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g4n41 30,000 LN 3.72  0.80
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