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ABSTRACT

This research's objectives are (1) to study patient characteristics, service quality
factors, and service quality satisfaction of patients in the ophthalmology department at
Siriraj Piyamaharajkarun Hospital (2) To compare service quality satisfaction of patients in
the ophthalmology department at Siriraj Piyamaharajkarun Hospital with patient
characteristics, and (3) to study service quality factors that are related to service quality
satisfaction of patients in the ophthalmology department at Siriraj Piyamaharajkarun
Hospital. The sample group consisted of 385 patients. The data collection tool was a
questionnaire. The statistics used for data analysis included frequency, percentage, mean,

standard deviation, t-test, one-way analysis of variance, and multiple regression analysis.

The research findings revealed that (1) general consumer data showed that the
majority were female at 55.50%, aged over 60 years at 33.75%, bachelor's degree
education at 62.25%, married status at 90.50%, retired occupation at 33.75%, and average
monthly income of 35,001-45,000 baht at 39.25%. (2) Service quality factors overall and
by individual aspects were at the highest level. (3) Service quality satisfaction of patients
in the ophthalmology department at Siriraj Piyamaharajkarun Hospital was at the highest
level. (4) Patients with different gender, occupation, and average monthly income had
different service quality satisfaction in the ophthalmology department at Siriraj
Piyamaharajkarun Hospital at the 0.05 level, and (5) Service quality factors including
tangibility of service, reliability in service provision, responsiveness to service needs,
assurance to service recipients, and empathy toward service recipients affected service

quality satisfaction of patients in the ophthalmology department at Siriraj



Piyamaharajkarun Hospital at the 0.05 significance level and could jointly explain 34.80%
of the variance in service quality satisfaction of patients in the ophthalmology department

at Siriraj Piyamaharajkarun Hospital.

Keywords: service quality, satisfaction, Siriraj Piyamaharajkarun Hospital
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