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56930092: MAIJOR: PUBLIC AND PRIVATE MANAGEMENT; M.P.A.
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GREETA NGAJUA: THE QUALITYOF OUTPATIENT SERVICESOF
BANGKOKTRAT HOSPITAL. ADVISOR: PONGSATEAN LUENGALONGKOT, Ph.D. 78 P.
2015

The objectives of the research were to study and to compare the opinions on the quality
of outpatient services of Bangkoktrat Hospital in Trat Province. The outpatients were categorized
by gender, age, education level, occupation, income, and the time they visited the hospital. The
data were collected from 375 outpatients of Bangkoktrat Hospital. Descriptive statistics used for
data analysis consisted of percentage, frequency, mean and standard deviation. In addition, the
command of compare mean was used to compare the opinions on the quality of the services.

The outpatients of Bangkoktrat Hospital were the respondents of the questionnaires.

It was found that most of the respondents were female outpatients whose age was 21-30 years.
They had the bachelor’s degree and 10,001-15,000 baht income. They were employees or
laborers. The time the respondents visited the hospital was from 8:00 to 12.00 a.m. From the
analysis of the quality of outpatient services of Bangkoktrat Hospital, it was found that outpatients
thought that the overall quality of outpatient services was at the very high level. The tools and
equipment ranked the first. The next aspects were operation system/process and environment.

The premises ranked the last.

From the comparison of the opinions on the service quality of outpatients who were
categorized by personal characteristics, it was found that the service users with different gender
and education level had no difference in the opinion on the service quality. However, service
users with different age, occupation, income, and time of using the service had difference in the

opinion on the service quality.
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