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54930439: MAJOR: GENERAL ADMINISTRATION; M.PA. (GENERAL
ADMINISTRATION)
KEYWORDS: SERVICE QUALITY/ OPHTHALMOLOGICAL CLINIC/ OUTPATIENT
DEPARTMENT/ SA KAEO CROWN PRINCE HOSPITAL
WACHIRAPORN PUMIKATE: SERVICE QUALITY OF OPTHALMOLOGICAL
CLINIC, OUT PATIENT DEPAREMENT AT SA KAEO CROWN PRINCE HOSPITAL,
MUANG SA KAEO DISTRICT, SA KAEO PROVINCE. ADVISOR: CHITTAPOL

CHAIMADAN, M.A., 108 P., 2013.

This study aims 1) to examine the service quality of the ophthalmological clinic of
outpatient department, and 2) to compare the opinion of patients (classified by age, occupation,
educational level, treatment receiving right, frequency of visit) towards the service quality of the
studied clinic, and 3) to explore suggestions for improving the service quality of the
ophthalmological clinic of outpatient department, Sa Kaeco Crown Prince Hospital. The samples
derived from multi-stage sampling are 380 patients. Questionnaire is used as data collecting tool,
and statistics used for data analysis are frequency, percentage, mean, standard deviation, and
One-way ANOVA.

The findings show that the overview of service quality of the ophthalmological clinic of
outpatient department, Sa Kaeo Crown Prince Hospital is rated high. When considering by the
mean of each aspect, the mean of treatment is the highest followed by the mean of staff, the mean
of reliability, service system, readiness, and facility and place. From the comparison of opinion of
the patients, it is found that the opinion of the patients with differences of age, educational level,
and treatment receiving right towards the service quality is different at statistical significance of .05
while the opinion of the patients with differences of occupation and frequency of visit is not.

The suggestions are 1) the number of staff should be increased and suited the amount
of job, 2) the system should be less complicated and more convenient, 3) direction signs and
department name plates should be easy to see and to read, and 4) facilities such as sitting benches,

toilets, TV, magazines, drinking water should be adequately provided.
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Reliability

RELTIABILITY ANALYSIS - SCALE (ALPHA)

Item-total Statistics

Al
A2
A3
A4
Bl
B2
B3
B4
Cl
C2
C3
C4
DI
D2
D3
D4
El

E2

Scale
Mean
if Item

Deleted

91.6000
91.5000
91.5333
91.6667
91.6333
91.3333
91.5000
91.3333
91.9333
91.7333
91.4333
91.5000
91.9333
91.6667
91.7333
91.6667
91.5333
91.6000

Scale
Variance
if Item

Deleted

163.9724
162.3966
157.2920
160.8506
162.0333
159.5402
165.6379
159.8851
152.1333
156.9609
158.3920
161.2931
161.0299
158.5747
156.7540
157.6782
159.2230
163.1448

Corrected

Item-

Total

Correlation

4549
.6339
7151
7601
.6089
.8925
5374
7980
7194
.7844
.8226
.6989
4939
.6936
.6891
7378
6571
4686

Alpha
if Item

Deleted

9570
.9550
9541
9538
.9552
9528
9559
9534
9548
9533
9531
9544
9571
9544
9546
9538
9548
9570



E3
E4
F1
F2
F3

F4

91.6333
91.7333
91.4333
91.5000
91.4667

91.4333

161.3437
161.5126
162.0471
163.4310
158.6023

159.8402

Reliability Coefficients

N of Cases = 30.0

Alpha = .9564

N of Items = 24

.6959
5919
71249
.6890
.9003
.8687

9544
9554
.9543
9547
9525
.9530
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