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Independent Study title: Behavior and Client Perception towards Service Quality at the
Outpatient Department in Hatyai Hospital
Author: Mrs. Sainapa Thepjan; ID: 2583001421; Degree: Master of Business Administration;

Independent Study advisor: Dr.Suree Khemthong, Assistant Professor; Academic year: 2016

Abstract

The purposes of this study were: (1) to study the patients’ behavior of using an outpatient
department service of Hatyai Hospital; (2) to study the patients’ perception towards service quality of an
outpatient department of Hatyai Hospital; and (3) to compare patient perceived services quality from
outpatient department, Hatyai Hospital by patient's demographic profiles.

The population used in this study was the patients who used the services of the outpatient
department of Hatyai Hospital, approximately 7,000 patients. The sample size was calculated based on
Taro Yamane formula. The 400 samples were selected by quota sampling method. Questionnaires were used
as the research instrument. The statistics used in this study was descriptive statistics including frequency,
percentage, means, standard deviation as well as inferential statistics including Independent Sample t-test
and analysis, One-Way ANOVA and compared the average couple using LSD.

The result showed that: (1) behavior of using the service of the outpatient department of
Hatyai Hospital showed that the responding patients decided by themselves to use outpatient services in
Hatyai Hospital. The reason that the patients chose to use service in Hatyai Hospital was the right to be
claimed. The most patients paid for the medical bills by using of the 30 baht health care gold card, and they
travelled by a private car. (2) The patients' overall perceptions towards service quality provided by the
outpatient department of Hatyai Hospital were at high level. Considering the five-dimensions of service
quality, the dimension of, tangible, empathy, reliability, responsiveness and assurance were also at a high level.
(3) The results of a comparison of patients’ perceptions and their demographic profiles in regard to the
service quality showed that there were statistically significant differences in their perceptions based on

demographic profiles including marital status and occupation at the statistical significance level of 0.05.

Keywords: Perception, Service Quality, Outpatient Department, Hatyai Hospital
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THE RESEARCH ETHICS COMMITTEE OF HATYAI HOSPITAL (REC-HY)

HATYAI HOSPITAL 182 . HATYAl SONGKHLA 80110 THAILAND
DOCUMENTARY FROOF OF ETHICAL CLEARANCE COMMITTEE ON HUMAN
RIGHTS RELATED TO RESEARCHES INVOLVING HUMAN SUBJECTS

Type of reviaws
id I |

Dt 1002880 expired after 1 yodr of ikauing Full board revies

Protocol number Expadited roview
Examption

Praject tille  Bahavior ard Cliant Paroaption tessardn Sarvice Quality at the Ouipatient Depanmant in Hatyai

Hospital

mvestigators  Miss.Sainaps Thesjun

Insttution  Halyai Hospitad

L
Document: pradacal
Document: athors
Docwmeni: informed consend
Progress report This document i# approved for “conduct of research™ only.

Final report Progress repart and final roport have not been received yet excepl notification,
The aforementioned documents have been reviewed and acknowledged by Committe human rights
ralated to researches involving human subjects, Based on the declaration of Helsink

Signature af Chaimman ...—coee R e AR S
Charcen  Halbwabcharachai

L

Sigrasture of Commitiee

Kanitha  Arundon
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