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Abstract

Title 2 Factors that Affecls the Satistaction of Using Services at

Kasemrad Prachachuen Hospital

Rescarcher ; Miss Parichat Jarusuttivak
Degree ; Masler of Business Administration
Major : Marketing Management

[ Dr. Teetima Pivasirisilp )

This study aimed 1o examine customer satisfaction toward services provided at Kasemrad
Prchachuen Hospital. The sample of this study consisted of 400 people using services at Kasermnrad
Prachachuen Hospital. The sample group was chosen using accidental sampling method. Data were
collected using questionnaires. The collected dula were analyzed using statistical tools, namely
frequency, percentage, mean and standard variations. One-way ANOVA (F-test) were employed
in this study o test the hypothesis.

The findings and results found that the majority of the respondents are females aped
21 30 years old. finished at least Bachelor’s Degree. and cam 15,001 — 20,000 Baht per month.
In terms of service quality influencing customer satistaction when being served at Kasemrad
Prachachuen ITospital, satisfaction level ranked at high level (X = 3.68). Considering each
dimension, reliability ranked top ( X = 3.74), followed by assurance (X = 3.70), tangibility
(X - 3.66), and responsiveness (X = 3.63), respectively. The majority of the sample were highly
satisfied with the services {i 387

The tested hypothesis indicated that overall, service quality reliability, responsiveness,
assurance and langibility affect customer satisfaction toward services provided at Kasemrad

Prachachuen Iospital at a signiticant level of 0,05,

Keywords: Scrvice quality, Service satisfaction, Kasemrad Prachachuen Hospital
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Reliability

Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 40 100.0
Excluded" 0 0
Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha [ N of Items

966 27




Item-Total Statistics

56

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
SQ1.6 95.78 212.281 774 .964
SQ1.7 95.65 213.003 .709 .965
SQ1.8 95.75 214.141 787 .964
SQ1.9 95.95 212.305 735 965
SQ1.10 95.95 213.485 .679 965
SQ2.11 96.18 217.122 .544 .966
SQ2.12 95.90 210.144 816 .964
SQ2.13 96.00 211.795 714 965
SQ2.14 96.38 214.753 .598 .966
SQ2.15 95.90 209.579 719 965
SQ3.16 96.08 211.815 .703 965
SQ3.17 96.03 211.307 764 .964
SQ3.18 95.90 215.528 .597 .966
SQ3.19 95.83 211.892 .806 .964
SQ3.20 95.93 213.507 721 .965
SQ4.21 95.83 207.430 .862 963
SQ4.22 96.05 213.895 .709 .965
SQ4.23 96.45 219.023 404 967
SQ4.24 96.08 212.840 720 965
SQ4.25 95.95 210.254 732 965
Satisfaction26 95.93 212.225 746 .964
Satisfaction27 95.80 212.779 776 .964
Satisfaction28 95.83 213.687 .596 .966
Satisfaction29 95.85 211.413 11 .965
Satisfaction30 95.93 212.122 717 .965
Satisfaction31 96.00 213.641 .694 .965
Satisfaction32 96.05 211.638 745 .964




Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 40 100.0
Excluded" 0 0
Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items
.887 5
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted

Item Deleted

Total Correlation

if Item Deleted

SQ1.6
SQ1.7
SQ1.8
SQ1.9
SQ1.10

15.30
15.18
15.28
15.48

15.48

5.908
5.840
6.358
5.897

5.846

752
735
725
706
723

.856
.860
.865
.867
.863




Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 40 100.0
Excluded’ 0 0
Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha [ N of Items

.879 5

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
SQ2.11 14.42 7.687 .632 .870
SQ2.12 14.15 6.849 .801 .831
SQ2.13 14.25 6.962 733 .847
SQ2.14 14.62 7.010 743 .845
SQ2.15 14.15 6.797 .662 .868




Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 40 100.0
Excluded’ 0 0
Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha [ N of Items

.894 5

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
SQ3.16 14.93 6.071 .803 .857
SQ3.17 14.88 6.369 763 .866
SQ3.18 14.75 6.808 .668 .887
SQ3.19 14.68 6.687 748 .870
SQ3.20 14.78 6.743 725 .875




Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 40 100.0
Excluded’ 0 0
Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha [ N of Items

.848 5

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
SQ4.21 14.08 6.071 .709 .803
SQ4.22 14.30 6.472 765 793
SQ4.23 14.70 7.497 372 .889
SQ4.24 14.33 6.328 157 792
SQ4.25 14.20 5.959 731 197
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Scale: ALL VARIABLES

Case Processing Summary

N %
Cases Valid 40 100.0
Excluded’ 0 0
Total 40 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha [ N of Items

.897 7

Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's Alpha

Item Deleted Item Deleted Total Correlation | if Item Deleted
Satisfaction26 22.45 13.485 753 .876
Satisfaction27 22.33 14.122 .682 .884
Satisfaction28 22.35 13.464 .650 .889
Satisfaction29 22.38 12.907 781 .872
Satisfaction30 22.45 13.587 .692 .883
Satisfaction31 22.53 13.897 .686 .884
Satisfaction32 22.58 13.738 .669 .886
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Frequencies
Statistics
Sex Age Status Education Revenue
N Valid 400 400 400 400 400
Missing 0 0 0 0 0
Frequency Table
Sex
Frequency Percent Valid Percent Cumulative Percent
Valid WY 159 39.8 39.8 39.8
‘Viﬁjﬁ 241 60.3 60.3 100.0
Total 400 100.0 100.0
Age
Cumulative
Frequency Percent = Valid Percent Percent
valid  Weonimseminy 201 10 2.5 2.5 2.5
918 21 301 210 525 525 55.0
918 31401 85 213 213 76.3
91g 41— 50 1 52 13.0 13.0 89.3
919 51— 60 1) 31 7.8 7.8 97.0
01y 61 T3 12 3.0 3.0 100.0
Total 400 100.0 100.0
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Status
Cumulative
Frequency Percent Valid Percent Percent
valid  Tda 267 66.8 66.8 66.8
ause 117 29.3 29.3 96.0
wine/me13a 16 4.0 3.0 99.0
Total 400 100.0 100.0
Education
Cumulative
Frequency = Percent = Valid Percent Percent
Valid  Uszoudnm 17 43 43 43
WseuAnyINeUAY 15 3.8 3.8 8.0
WseuAnuineulaie// 32 8.0 8.0 16.0
1%,
e euilsyan 28 7.0 7.0 23.0
YSyaas 253 63.3 63.3 86.3
gannlsgyaes 55 13.8 13.8 100.0
Total 400 100.0 100.0
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Revenue
Cumulative
Frequency Percent  Valid Percent Percent

valid laitiv 10,000 UM 22 5.5 5.5 5.5

10,001 — 15,000 U 84 21.0 21.0 26.5

15,001 — 20,000 U 91 22.8 22.8 493

20,001 — 25,000 U9 75 18.8 18.8 68.0

25,001 — 30,000 U 66 16.5 16.5 84.5

111nn31 30,001 DAL 62 15.5 15.5 100.0

Total 400 100.0 100.0




Descriptive Statistics

Minimum Maximum Mean Std. Deviation
SQ1.6 400 3 5 3.66 712
SQ1.7 400 3 5 3.74 11
SQ1.8 400 2 5 3.81 .681
SQ1.9 400 2 5 3.77 .683
SQ1.10 400 2 5 3.70 733
SQ2.11 400 2 5 3.44 .658
SQ2.12 400 2 5 3.75 743
SQ2.13 400 2 5 3.68 172
SQ2.14 400 1 5 3.47 .807
SQ2.15 400 2 5 3.81 741
SQ3.16 400 2 5 3.53 718
SQ3.17 400 2 5 3.68 758
SQ3.18 400 2 5 3.76 7122
SQ3.19 400 3 5 3.74 .671
SQ3.20 400 2 5 3.80 .674
SQ4.21 400 2 5 3.73 796
SQ4.22 400 2 5 3.75 .686
SQ4.23 400 2 5 341 750
SQ4.24 400 2 5 3.68 147
SQ4.25 400 2 5 3.75 814
Satisfaction26 400 2 5 4.00 724
Satisfaction27 400 2 5 3.94 762
Satisfaction28 400 2 5 3.95 .845
Satisfaction29 400 2 5 3.95 .887
Satisfaction30 400 2 5 3.83 .840
Satisfaction31 400 2 5 3.71 774
Satisfaction32 400 2 5 3.72 .857

65



Valid N (listwise) 400

One Way

ONEWAY MeanSatisfic BY MeanSQ1

66

/MISSING ANALYSIS.
ANOVA
MeanSatisfic
Sum of Squares df Mean Square F Sig.
Between Groups 70.270 12 5.856 27.400 .000
Within Groups 82.709 387 214
Total 152.978 399
ONEWAY MeanSatisfic BY MeanSQ2
/MISSING ANALYSIS.
ANOVA
MeanSatisfic
Sum of Squares df Mean Square F Sig.
Between Groups 64.935 13 4.995 21.899 .000
Within Groups 88.043 386 228
Total 152.978 399




ONEWAY MeanSatisfic BY MeanSQ3

67

/MISSING ANALYSIS.
ANOVA
MeanSatisfic
Sum of Squares df Mean Square F Sig.
Between Groups 54.765 12 4.564 17.983 .000
Within Groups 98.213 387 254
Total 152.978 399
ONEWAY MeanSatisfic BY MeanSQ4
/MISSING ANALYSIS.
ANOVA
MeanSatisfic
Sum of Squares df Mean Square F Sig.
Between Groups 68.542 14 4.896 22.323 .000
Within Groups 84.437 385 219
Total 152.978 899
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