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Thesis Title Factors Affecting Out Patient Department Satisfaction in Private
Hospital A Case study of Praram 2 Hospitals’branches
By Wanlapha Yimpramote

Academic Year 2016

ABSTRACT

This study aimed to determine factors used to measure satisfaction of private hospital
services. Multiple regression was used to find factor correlation and their ability to predict service
satisfaction of Praram 2 hospital and branches. There are six independent variables; tangible of the
service (X1), service reliability (X2) service person (X3) service assurance(X4) carefulness (X5)

and service quality (X6).

Data were collected by questionnaire from OPD patient in seven branches of Praram 2
hospital. The quota sampling technique were used to collected from the outpatients (OPD) in each
branches. There were 400 respodents who exercised their rights by cash payment of 146 persons,
94 gold patents and 160 social security contributions. There were 195 male and 205 female with
income lower than 15,000 Baht per month 8 person, incomes between 15001 to 30000 baht per
month 169 person and income between 30001 to 50000 Baht per month 223 persons. Their status
were 82 single and 317 married. About their job, there were 164 worked for private company 179
were own business 50 worked for government and 8 were students. There were 293 patients used

medical services once a month and 107 use two to four time a month.

The results shown that service satisfaction had positive correlation with tangible of the
service (X1), service reliability (X2) service person (X3) and service quality (X6) meanwhile it

had negative correlation with service assurance (X4) and carefulness (X5).The predicted equation



was Total Satisfaction = 0.76 .234 (X1) .101 (X2) .213 (X3) -. 035(X4) -. 187 (X5) .556 (X6) with

an R Square = .273

Keywords : tangible of service, service reliability, service person, service assurance, carefulness,

service quality, service satisfaction.
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. ) A A
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Collinearity Statistics
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Tolerance VIF
I a
ANugUsTINVRIMIUIMT (X1) 562 1.780
A A Y a
ANVUIFDDD IUNT 1HUITNT (X2) 595 1.680
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v a Qd v v @ d o
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ﬂ”l's“lﬁ’u?mimmuﬂﬂmﬂs (X3) 200 ' K81
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1 A A Y a =< 1 [ A a1 [
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A 1 Y a = 1 [ a1 d' " o
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= < 9 ) A A = l
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a o o o a
N1TAUATITHOADDYN YD (Multiple Regression Analysis) Wude diudsdasyazdosd
[ v Jou o I 9 . . 1 a @ v o 1 @ a
ANUFUNUSIUAWY s uduns (Linearity) LL@%lliJLﬂﬂﬂ'JnJﬁilwu‘ﬁﬁgﬁ'ﬂ\iﬂjllﬂﬁﬂﬁﬁg
Y v . . . A A o = o v o a a °
AYNULDY (Multicollinearity) A9 mi‘ﬂmuﬂﬁaJﬂammJW‘L!‘ﬁﬂuQQuiﬂLﬂu”lﬂﬂzlﬂﬂﬂﬂJuﬁ1w1
a J. 4 a 1 o o
Tinamsamszriianuaaiamasuge Taei915w1A1 VIF (Variance Inflation Factors) 41131
@ a 1 @ J 1 A 1w =2 g J A '
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1 1 (Y] I o 9 1 1 1
VIF 10 tiag A1 Tolerance ﬁﬂ']wnﬂll 497-.852 Lﬂu]lﬂ@’lﬂlﬂmmu’lﬁiﬂ']u@a\?ﬁﬂ’]agigﬂj'm 0-1

@ a o J @ a 1 @ 1 v a A @ a 4
(haen MUBSUY B, 2552) N mmJﬁaﬁsszazm"lu"1{5'3%1/1‘5%mﬂmuﬂiaﬁszﬁuq

M519N 4.13 AT NATVADA

Standar
dized
Unstandardize Coeffici Collinearity
d Coefficients ents Correlations Statistics
Std. Zero- Tolera
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ABSTRACT

This study aimed to find correlation of the variables using to predict OPD patients’service
satisfaction of Rama 2 hospital and branches. There are six independent variables; tangible of the
service (X1), service reliability(X2) service person (X3)service assurance(X4) carefulness (X5)
and service quality (X6). Data were collected by questionnaire with 400 samples.The results were
found that service satisfaction had positive correlation with werepeople with multiple regression
analysis found. Satisfaction is positively correlated withtangible of the service (X1), service
reliability (X2) service person (X3) andservice quality (X6) meanwhileit had negative correlation
with service assurance (X4) and carefulness (X5).The predicted equation was Total Customer
Satisfaction = 0.76 .234 (X1) .101 (X2) .213 (X3) -. 035(X4) -. 187 (X5) .556 (X6) with an R

Square = .273 for F = 25.937. the VIF = 1.174 - 2.010

Keywords: tangible of service, servicereliability, serviceassurance, carefulness, service

satisfaction.
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Standar
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Model B r Beta t Sig. order al Part nce VIF
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- -.035 .075 -.025 -.473 .636 199 -.024  -.020 674 1.484
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anwe e la -187 076  -.148 2453 015 209 -123 -105  .497 2.010
ﬂmmwmﬂﬁmi .556 .061 420 9.071 .000 466 416 387 852 1.174
Adjusted R Square 273
F 25.937
Drubin-Watson 1.571
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anuanelasiu = 0.76+.234(X1)+.101(X2)+.213(X3)+-.035(X4)+-.187(X5)+.556(X6)
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