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Independent Study title: Customers’ Satisfaction on Using the Outpatient Service Department
at Fort Kawila Hospital in Chiang Mai Province
Author: Capt. Washaree Tuypare; ID: 2533001422; Degree: Master of Business Administration;

Independent Study advisor: Sritana Boonyasait, Associate Professor; Academic year: 2012

Abstract

The aims of this study were: (1) to study levels of customers’satisfaction on using the
outpatient service department at Fort Kawila Hospital; and (2) to compare levels of customers’
satisfaction on using the outpatient service department at Fort Kawila Hospital in terms of patient
demographic and service factors.

This study was a conducted as a survey research. The number of population was
approximately 5,516 patients were taken care from the outpatients service department at Fort
Kawila Hospital. The sample selected by simple random sampling method consisted of 400
patients who taken care at outpatient department during business days in May, 2013. The survey
questionnaires were used as an instrument to collect data. Data were analysed by statistical tools
including frequency, percentage, mean, standard deviation, t-test and ANOVA.

The results of this study were as follows: (1) overall levels of customers’ satisfaction
on the outpatient service department at Fort Kawila Hospital were at the high level. When considering
by each of service aspects, it was found that the aspect of service provider persons was at the most
important; and (2) there were statistically significant differences in levels of customers’ satisfaction
on using outpatient service department among different groups of education and welfare rights

and benefits at 0.05 level.

Keywords: Satisfaction, Outpatients, Fort Kawila Hospital, Chiangmai province.
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MIMANNBaIUIAEIS Cronbach

REIABILITY ANALYSIS-SCALE (ALPHA)

Reliability

.4
Scale: msInnzvimstvennla

Case Processing Summary

N %

Case Valid 30 100
Excluded” 0 0

Total 30 100

a.Listwise deletion based on all variables in the procedure

Reliability Statistics

Cronbach's Alpha

N of Items

910

35
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Item-Total Statistics

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

Al 133.07 264.409 0.574 0.906
A2 133.37 262.723 0.463 0.908
A3 133.13 275.361 0.153 0.911
A4 133.77 273.082 0.159 0.913
A5 133.6 262.731 0.326 0.911
A6 133.03 269.413 0.339 0.909
B7 132.63 270.654 0.458 0.908
B8 132.73 270.133 0.415 0.908
B9 132.7 271.528 0.417 0.908
C10 133.17 260.902 0.577 0.906
Cll1 133.4 269.903 0.415 0.908
C12 133.27 265.72 0.529 0.907
D14 133.33 270.161 0.264 0911
D15 133.03 265.895 0.658 0.906
D16 133.23 266.944 0.525 0.907
E17 133.77 263.564 0.56 0.906
E18 133.9 257.748 0.573 0.906
E19 133.4 271.834 0.294 0.91

F20 133.07 272.616 0.355 0.909
F21 133 272.276 0.421 0.909
F22 133.13 269.568 0.5 0.908
H23 133.57 262.875 0.329 0.911
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Corrected
Scale Mean if | Scale Variance Cronbach's Alpha if
Item-Total
Item Deleted if Item Deleted Item Deleted
Correlation
H24 133.23 259.082 0.595 0.905
H25 133.57 254.53 0.645 0.904
H26 133.17 269.523 0.415 0.908
H27 133.07 264.202 0.581 0.906
128 133.33 256.644 0.576 0.906
129 133.33 259.609 0.598 0.905
130 133 270.966 0.443 0.908
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