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Inpatient Satisfaction Towards Service Quality of Chiangmai-Ram Hospital
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ABSTRACT

This independent study aimed to examine inpatient satisfaction towards service quality of Chiangmai-Ram
hospital. Samples of this study were identified, accordingly the quota sampling method, to 400 Thai inpatients of
Chiangmai-Ram hospital or their relatives. Data obtained were analyzed by the descriptive statistics namely
frequency, percentage, and mean.

The findings presented that most respondents were inpatient’s relatives. They were married female in the
age of 31-40 years old and graduated in bachelor’s degree. They were self-employed and earned monthly income
at the amount of 20,001-40,000 Baht. Right to medical care that the inpatients had was from health insurance
scheme. Frequency of being admitted in the Inpatient Department, Chiangmai-Ram hospital was 1-2 times per
year. Reason of choosing Chiangamai Ram hospital was the availability of specialists.

Results of the study on the importance of service quality components indicated that the respondents rated
the highest importance to component in each aspect of service quality as follows. In reliability aspect, the highest
importance was given to proficiency, experience, and competency of doctors in providing good medical care service
to the patients. In responsiveness aspect, the highest importance was given to full-will of doctors and other staff to
provide assistance to the patients and readiness of medical devices to serve the patients. In assurance aspect, the
highest importance was given to proficiency of doctors that could assure the patients to have good medical services.
In tangible aspect, the highest importance was given to availability of modern medical tools and devices. In empathy
aspect, the highest importance was given to equality of attention that doctors and staff pay to the patients, sincerity
of doctors and staff to serve medical care to the patients, and the staff who recognized and understood on the need
of patient and well respond to it.

Results of the study on inpatient’s satisfaction indicated that the respondents rated the highest satisfaction
to component in each aspect of service quality as follows. In reliability aspect, the highest satisfaction was given to
proficiency, experience, and competency of doctors in providing good medical care service to the patients. In
responsiveness, the highest satisfaction was given to full-will of doctors and other staff to provide assistance to the
patients. In assurance aspect, the highest satisfaction was given to proficiency of doctors that could assure the
patients to have good medical services. In tangible aspect, the highest satisfaction was given to availability of
modern medical tools and devices. In empathy aspect, the highest importance was given to sincerity of doctors and

staff to serve medical care to the patients.
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According the Important-Performance Analysis: IPA, the results suggested that the component in Quadrant
A, which required an urgent improvement, was proficiency of nurse in providing medical service to the patients. In
the meanwhile, components in Quadrant B (keep up the good work) were listed in responsiveness, assurance, and

empathy aspects.
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