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Monchareerat Amonwigraisroung. (2003). Factors Contributing to Consumer Satisfaction With Out-
Patient Services of Samutsakhon Hospital . Master thesis, M.B.A.(Management). Bangkok :
Graduate School, Srinakharinwirot University. Advisor Committee : Assoc. Prof. Sirivan

- Serirat.

The purpose of this research is to study factors effects to satisfaction of the patients who
use OPD services of Samutsakhon Hospital. In terms of demographic factors as of sex, age,
education, occupation, income and service factors. Cansist of Time of waiting for the doctor, Public
relations staff personality, nurse service, known of the doctor, quality of doctor, service of doctor,
medical charge and service counter, medical machine and tooling, car park, medical fee and
expenses.

1. The data was drawn from 385 patients both men and women at OPD form age 15 - 65
years old. (Referred to the data from National Statistics Office of Thailand, the age of normal
population is 15 - 65 years old) Using Convenience Sampling to obtain the data to draw any
substantial conclusions, the questionnaire method was used accompanied by SPSS software. The
statistics method using Percentage, Mean, Standard Deviation, t - test, f - test and Comparison
using LSD (Lease Significant Difference) the result found:

2. The satisfaction of Samutsakhon's OPD patients opinion'to come back to use the

service next time also will advise to other to use Samutsakhon hospital service too. Included that

they think no need to change or improve any thing, in summarizing the data show overall opinion is

high level of satisfaction.

-

3. The consumer service factors related to patient satisfaction who use OPD service,
considered in each area found they satisfied the Public Relations staff service, Nurse service, quality
of doctor, medical charge are competitive and medical counte.r service have good response, medical
tooling and machine also model, car park, medical fee and expenses. Excepted only Time waiting
for doctor which consume long time for waiting, so the customer are not satisfy to this area.

In surhmarizing data all the consumer service faciors are related to customer satisfaction.

4, Demographic factors should summarize that different sex, occupation, Income had no
different opinion and satisfaction. But the different age, education had different opinion and
satisfaction.

In general it can be summarized that the service factors related direct to customer
satisfaction of the patients who attend to the OPD of Samutsakhon hospital mostly the Public

Relation staff service and Nurse service are the most important for customer satisfaction. The

lowest mean is Time for waiting need fo be improved.
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