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57710245: MAJOR: GLOBAL BUSINESS MANAGEMENT; MBA. (GLOBAL BUSINESS
MANAGEMENT)
KEYWORDS: QUALITY OF SERVICES/ HOSPITAL
PUNYAPA PUANGTUBTIM: THE SERVICE QUALITY AND SATISFACTION ON

AAA HOSPITAL. ADVISOR: KRIT CHARINTO, Ph.D. 152 P. 2016.

The study had the objectives 1) to study the service quality and the satisfaction of service
users of AAA Hospital in Sriracha District, Chonburi Province, and 2) to study factors influencing the
service quality and the satisfaction of service users of AAA Hospital in Sriracha District, Chonburi
Province. The study was both quantitative and qualitative research. There were two groups of samples.
The first group consisted of 400 service users of AAA Hospital in Sriracha District, Chonburi Province.
The second group consisted of 8 service users from Cambodia, Laos, Malaysia and Vietnam (CLMV).
The instrument used for the study consisted of questionnaires and in-depth interview. Statistics used for
data analysis consisted of mean, percentage, standard deviation, t-test, one-way ANOVA and Multiple
Regression Analysis and Multiple/ Post Hoc Group Comparisons.

The findings were as follows:

1. Most of the respondents were 285 female service users and there were 115 male service
users. Most were 31-40 years old and had a bachelor’s degree. 115 respondents were private company
employees whose income was between 10,000-20,000 and over 50,001.

2. The departments which were frequently used were Public Relations Department,
Outpatient Department (OPD) and Inpatient Department IPD). Department of radiation (X-RAY),
Department of Dentistry, Department of Beauty, Cashier's Department, and Admission Department.
Their means were 12.5.

3. Service users with different personal factors had differences in satisfaction and perception

of the service quality of AAA Hospital at the significance level of 0.05.
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TanIaral)s
aNuNanely Unstandardized standardized
Coefficients standardized t-value Sig Tolerance VIF
B Std. Error

ﬂlmﬁﬁ (Constant) 518 111 5.257 .000
@g]jmuﬂmﬂi 409 .041 422 10.059 .000 312 3.206
é’fmﬁmu“ﬁ .020 .042 -.020 -472 .637 322 3.101
ﬁmmiﬁ'amﬁ .057 .036 .071 1.575 116 .296 3.383
malulad
@’fmm%‘mﬁaqﬂmnﬁf .190 .041 220 4.628 .000 267 3.744
AU 128 .029 159 4410 .000 462 2.164
fMuANNTZAIN .098 .032 118 3.080 .002 414 2418
R .873
R Square 763
Adjusted R Square 759
Std. Error of the 27969
Estimate
Durbin-Watson 1.970
F 210.849 Sig .000

* P AYNaDaNTEAY 0.05
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