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Abstract

The objectives of this research were (1) to study factor influencing service
quality of a government hospital (2) to study level of service quality of a government
hospital (3) to recommend guidelines for developing service quality of a government
hospital.

This research was mixed method. Population in the research for quantitative
data of 68,880 out-patients. Sample size was calculated by using Taro Yamane
calculation formula and obtained 400 samples with accidental sampling, and sample
for collecting qualitative data was 4 hospital’ s executives with purposive sampling
method. Research tools were a questionnaire and an interview form. Statistics for data
analysis were percentage, frequency, mean, standard deviation, t-test and stepwise
multiple regression.

Research findings revealed that (1) factors influencing service quality of a
government hospital were external factors, supportive factors, factors related to
services and internal factors (2) an overall image of level of service quality of a
government hospital was at moderate level ( 3) recommendation guidelines for
developing service quality of a government hospital were there should be token for
service queuing, improve service systems, provide sufficient spaces and waiting areas
at the service corners, give importance to the relevant laws relating the services, serve
with equal treatment, use modern technology in work, provide sufficient officers in
case of plenty of patients at the same time, increase complaint boxes and develop
behavior for services.

Keyword: Factor Influencing, Service Quality, Government Hospital
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