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ABSTRACT

Subject research service quality that affects satisfaction of customers of the
Somdech Phra Pinkklao Hospital had the objectives to study service quality that affects
satisfaction of customers of the Somdech Phra Pinkklao Hospital. The samples of the study
were 400 customers of Somdech Phra Pinkklao Hospital selected based on a simple random
sampling method. The tool used for data collection was an online questionnaire. The data
were analyzed by using computer software packages for frequency, percentage, mean,
standard deviation and multiple regression analysis.

The results of this research found that most of the sample group were male aged
between 21 — 30 years old, most of them completed bachelor’s degrees, health insurance
civil servant medical benefit scheme, had a career as a government employee, and monthly
income less than 20,000 bath. It was also found that service quality factors and satisfaction
factors overall there was a high level of their opinions (X = 4.12, S.D. = 0.554) and (X = 4.16,
S.D. = 0.633) respectively.

The hypothesis testing results found that service quality affected the satisfaction of
customers of the Somdech Phra Pinkklao Hospital was statistical significance level at 0.05.
The forecast coefficient found as 0.696 (R°= 0.696) indicated that the independent variable,
i.e. service quality affected the dependent variable, i.e. the satisfaction of customers of the
Somdech Phra Pinkklao Hospital at 69.60 percent. As for the results of hypothesis testing, it
was found that responsiveness, assurance and tangible recipient which affected the

satisfaction of customers of the Somdech Phra Pinkklao Hospital.

Keywords: Service Quality, Satisfaction, Somdech Phra Pinkklao Hospital
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