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58920230: M.P.H. (PUBLIC HEALTH)
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SERVICE/ PATIENT
ARIYA JAIYEN: A STUDY ON QUALITY SERVICES OF INPATIENT
DEPARTMENT OF VIBHARAM AMATANAKORN HOSPITAL CHONBURI PROVINCE
BY PERSPECTIVE OF PATIENTS. ADVISOR: BOONTHAM KIJPREDARBORISUTHI,

Ph.D., 134 P.,2017.

Vibharam Amata Nakorn private hospital, 100 beds, opened in 2014. There is no
systematic quality assessment, especially inpatient department. Therefore, this study was to
evaluate the quality of services in this department based on the concept of Parsasuraman,
Ziethaml and Berry, to have compared the expectation and satisfaction of the patients. The sample
consisted of 196 patients aged 15 years and over. Data were collected by sending a questionnaire
to be answered before and after treatment between January and February 2017 and analyzed by
percentage, mean, and standard deviation. Paired t-test was used to compare mean difference
between expectation and satisfaction of patients. The independent t-test and one-way analysis of
variance were used to compare the quality of services among groups of independent variables.

The results that most of patients were female (58.2%), average aged 33 + 9.29 years
old, illness with Enteritis (32.7%), first time recieve service (76.0%), employee (51.5%),
card of social security (41.3%), and used to other hospital (75.5%). The overall patients’
expectation toward service in high level (Y %=80.2) on empathy, responsiveness, assurance,
tangible and reliability was 81.6, 81.4, 80.2, 79.9 and 78. 1 percent respectively. The overall
patients’ satisfaction toward service in high level (Y %=83.7) on responsiveness, tangible,
empathy, reliability and assurance was 84.7, 83.8, 83.7, 83.4 and 82.8 percent respectively,

The overall and each by perspective of patients of Inpatient Department the service is very good
quality (satisfaction > expectation p<.01). The patients used to other hospital had perspective
different (p<.05) others had same. So, it should be improved services equality to another hospital

had standardized.
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(399 MsfngamMumMsuIMsvewnungialu Issngnnaimsuennzuns Janiavays

QU Al td'QJ a
ﬂ1NTIﬁ‘I—!$‘Il?NQ‘1J’JEITI§‘]J1J§ﬂ"I§

TN 2 ANUMANITINDNTUTST

U0 AO I UN udlama/msain 1y
1 0.412 ngnauunlyla
2 0314 N1 uunlyld
3 0.607 N1 uunlyld
4 0.410 N1 uunlyld
5 0.593 ngnauunlyla
6 0.714 ngnauunlyla
7 0.631 ngnauunlyla
8 0.685 N1 uunlyld
9 0.750 N1 uunlyld
10 0.737 nemnasuunly g
11 0.664 nemnasuunly g
12 0.806 nenauunlyla
13 0.874 Ngnauunlyla
14 0.714 Ngauunlyla
15 0.657 neauunlyla
16 0.685 nemnasuunly g
17 0.589 nemnasuunly g
18 0.743 nemnasuunly g
19 0.755 Nenauunlyla
20 0.761 Nenauunlyla
21 0.725 Nenauunlyla
22 0.773 Ng1nauunlyla
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U0 AO T UN udlama/msain 1y
23 0.860 ngesuunlyla
24 0.771 Ng1nauunlyld
25 0.745 ngauunlyla
26 0.739 ngauunlyla
27 0.682 ngnauunlyla
28 0.738 ngauunlyla
29 0.855 Ng1nauunlyld
30 0.814 N1 uunlyld
31 0.703 N1 uunlyld
32 0.837 N1 uunlyld
33 0.800 ngnauunlyla
34 0.837 ngnauunlyla
35 0.838 ngnauunlyla
36 0.806 N1 uunlyld
37 0.689 N1 uunlyld
38 0.664 nemnasuunly g
39 0.695 nemnasuunly g
40 0.781 Ngauunlyla

AANNNGUNIND 0.977
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U0 AO I UN udlama/msain 1y
1 0.542 Ng1nauunlyld
2 0.609 ngauunlyla
3 0.515 ngnauunlyla
4 0.584 Ne1nauunlyld
5 0.693 N1 uunlyld
6 0.548 N1 uunlyld
7 0.528 N1 uunlyld
8 0.817 ngnauunlyla
9 0.834 ngnauunlyla
10 0.710 Ngauunlyla
11 0.519 ngnauunlyla
12 0.476 N1 uunlyld
13 0.716 N1 uunlyld
14 0.732 nemnaswunly g
15 0.453 Ngnauunlyla
16 0.433 Ngauunlyla
17 0.623 Ngnauunlyla
18 0.503 Ngauunlyla
19 0.473 nemnasuunly g
20 0.690 nemnasuunly g
21 0.683 nemnasuunly g
22 0.673 Nenauunlyla
23 0.605 Ng1nauunlyla
24 0.759 Ng1nauunlyla
25 0.661 Ng1nauunlyla
26 0.833 nemnaswunly g
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U0 AO T UN udlama/msain 1y
27 0.794 Ne1nauunlyld
28 0.658 Ng1nauunlyld
29 0.848 ngauunlyla
30 0.888 ngnauunlyla
31 0.729 ngnauunlyla
32 0.784 ngnauunlyla
33 0.571 Ng1nauunlyld
34 0.565 N1 uunlyld
35 0.529 N1 uunlyld
36 0.573 N1 uunlyld
37 0.652 ngnauunlyla
38 0.672 ngauunlyla
39 0.747 ngnauunlyla
40 0.685 Ng1nauunlyld

AMANUNGUNIND 0.967






