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ABSTRACT

The purposes of this research were 1) To study the factors that affect
customer satisfaction of private hospitals in Lat Phrao district, Bangkok 2) To compare
the services provided by private hospital staff based on personal factors, and 3) To
study the factors that affects good service of private hospitals. The samples used for
this research were 400 people who used the service of private hospitals in Lat Phrao.
Data was collected using questionnaires. The statistical tools used to analyze the
data were the average mean and the Standard Deviation, and the Hypothesis was
tested using the t-test, the One-Way ANOVA and the Pearson Product Moment
Correlation (r) at the 0.5 level of significance.

The results revealed the following. 1) Most users of the service were
females aged between 20-30 years with a junior high school (middle school)
education who currently live in Lat Phrao, working freelance jobs and earning an
average income of 10,000-20,000 baht per month. They came to receive hospital
treatment through their Social Security rights. Their primary purpose for using the
service is to visit patients. The average waiting time to be served is 30 minutes. For
most respondents, this is their first time and they find out about the hospital through
relatives and families. The amount of time needed to contact and coordinate, or
receive other information assistance, is less than 10 minutes. An important factor that
affects the decision to use the service is the reputation of the hospital. 2) The service
provided by staff towards the service users is overall at an average level (x = 3.30),
with the most satisfactory aspect of the service being “Resources used to Provide
Service,” followed by “Confidence in Providing Service”, “Reliability of the Service”,
“Readiness to Serve”, and “Attention to Clients” respectively.

3) Users with different age, gender, education, occupation, and average income had
different levels of satisfaction towards the competency of the staff in providing

service, with a statistical significance of 0.5. In addition, the things that support the



decision to use the service in terms of frequency, how they found out about the
hospital, and the important factors that influence the decision to use the service all
have an impact on the service provided at the 0.5 level of significance
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