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Satisfaction of the Elderly Patient toward the Service Quality of Geriatric Medical Center,
Faculty of Medicine, Chiang Mai University

a o 6V x a a o/ Sux = kK%
F979704 TUHAS REL kL] JXYATHA URSTT AINTH

UNARLD

% v a dy A o < dl =2 =3 v @S
NTTAUAITLUUD NI NQWQﬁﬁ%NQﬂLW@ﬁﬂH’WﬂQV’]’J’INW\?W@T@“H@Q@ﬁ’)ﬁlﬁgx‘iﬂ"lﬂWﬂﬂiIAﬂ’TWﬂﬂ‘jU‘Jﬂ’ﬁ‘ﬂﬂﬂ

Ll q

gudianrnansigenny ansunverand snianeidedecln Tnstunuseuansiiuedesfiolunisifusausos
foyaarniasfgeangfinnliuiarsunnnfionuan o gudnermansfgeany AnzunngAIans
wnAnenAeBea il sauaw 362 318 iudeyauuulaan (Quota Sampling) A1NENAFULENT9 e AYne
§149% 181 T1BUATWAMA S119% 181 318 Tugaaiaan 08.00-20.00 1. HalATHSUNSEeTuending nnsaasnzs
Hayalnel¥atfidongansnliug Aranad Adouas wazAuads

annsinEInudn geavuuussuansiiugussiiwemnsuazmemdeindu dautigjaauninanss

a

818 60-65 T nnsAnyByaes endndnsisnistnwnn 58 lRlidn 30,000 v Hansidnasetunssnen

Tnen13unisudnisdlesannunndiamsaalantszansa Wenunldudnisgudugmansggenigiinsann

q

1
[ ' A

a sy A P Y o A Y o [ o = &
fuwndfBaamaaniznie Wudeyadnaansanniien/auian asdilunistduinisiivdn 3 Wewns

UG
'

(Taz 4 A39) 1981 08.00-12.00 . FufinnlFuEnsliukuen wasuu3nnseingudrdimd Anzunnamans
WAvendsFe iy Nnnen S iunTfnanla@enanINNeIUNaTIl FARNIAEEaNeY SATNRIWE laNInRAS

13013 uaznsanazunsinfaulanliuanisiigndnemanifgenny anzunndanans sniinenas@esing

o '

HANSANYIWLN frpunuuasuaisziuANE AL sanmAINLENNS INIZAUNAN VN Beeandiy

o

fafl FmannnBetuungsuuanas Aunsisnuazidintadsunsnis smannidetiaBanlali funnsmeuanes

' ! v
1 a o A

ANNABIN19209E3ULENS wazduaasiingUsssn aanandu HeadadesTuusaziuiifidnefagegn foil
Frunonifingusssneasuingg Thud gudnemansigeany daauniansasaniuiiuingg i ans
thuladen rdeUsy annaa gnein 13 Afheusnynedaeu Fuanaindedeletald Tiud audogrmans
fgenny fpranadunmdfideamaifinug aaad dazaunian] aawdiuiny smnsatidUneuusin uaz

m3Snumenunaiiin@efia [f duniseeuaussaaufiasnisesiiuuanig (Hud anensdunndiinanssiale

TnAnumangasUEMnagstaNmTdinamSUELEMNS AnUEMNagsie unanendn@ee il
599/A319738] B19198915281NIARIINNTRNLATNNTEUIANS ABNEUANIIIRA MAvendede sl

399AM051915¢ B19138U59NARIINNTRNLAZNNIEUIANS ARLBMIIgIRe anTanende@es sl

Vol. 2 No. 4 (October — December 2016) 345



M5R15UBNsEsia wanenawBasin 7 2 2t 4 (ganan - Fuman 2559)

¥ o 1%

A A ' @ { o Vv A PP & Yo A \
ﬂ‘jxmﬂ‘iﬂ‘ﬁuﬂLL@‘iﬂEWﬂQEIﬂQ’INL@"IT‘VTN WW%WQWNL%ﬂNuLm@‘jUU‘m’I‘j TﬂLLﬂ Nﬂ’)’mN%T@THﬂ"I‘iTﬂﬁUU‘iﬂﬂ‘iﬂﬂ’N

k1)

Uanaiaaun1nsgimmentsunnd  uazdunisidnuazdinlegsuuinas THun enensdunndifaananla
wnlaldgua Wnle uazasuanfemnnfininiseeedsurinig

Tusziufanalasannnimianiaogtuszisnn ndm Besdadu i Funissdnuandnlagsingnis
Fananaidiniuunfsunans Funtsneuanesnadiesn1sresiFuningg dunssindete¥anela s
uazdmaafingiasan suddn Tadesostuusiazimifiduatoggn fil Funadusissameninis
Tiur grdingrmandigeny Sacundonassamitiuanig wu awd tuladeu indassuannie gnai i3
ftheuannedaey fuasuinBedeFonslald Taud gudnsmaniigeeny fanersdunmdfideamaqiia
jinuy Ao Uszaunisel g amnsaliAEnu) wsi uaznisinuanenunaiiinBede

o

AunMeUaNeIANABINITEaESULENS  (Aud nensdunndiaannfinle  nazfiedeiuguasnundag
arnmianlald Fnanudeiuuiisunanas Tud Saauinlalunisliuuinisetnalasnde ausnagiu
nensunnd uazdiunisianuazidinlagiuuinag Wur enarsdunndaainauls wilalagua inle uas
aUnNionNAeIn1TTefSULENT uasgudinAansigeeny g1uteaNazaanunTiLaNIT el
08.00-20.00 w. Wanndubiiuiumgn

Fnsunisiiaszinauddyuazauienalalnetmaiia IPA (Important Performance Analysis : IPA)
wudn Aeuanu3nasiiog s Quadrant A e §THu3nastiasndidyuinuazdnoufenalatios THud
psidediel§a197ald Quodront ¢ Aegliuanalinnddniesussiinanafonalation THur drunansdy

@ °

7U5339289013U3N13 uaz Quadrant B An fHEusn1stiaonuddgsinuazdaonufenelann THun dnu

VYo

NIRBLARBIANNFBIN1T28ESULENT Ana@Biuuifsuuanig uasnisddnuasiinlagsuuanis
ABSTRACT

The independent study was aimed to study “Satisfaction of the Elderly Patient toward the Service Quality of
Geriatric Medical Center, Faculty of Medicine, Chiang Mai University” through Quota Sampling method on data
collection by questionnaires from 362 Elderly Patients who had been serviced at Out Patient Department (OPD) in
the Service Quality of Geriatric Medical Center, Faculty of Medicine, Chiang Mai University. They were 181 males,
and 181 females who had been serviced between 08.00 am — 08.00 pm on Monday to Sunday. The data was
analyzed by descriptive statistics and presented in form of frequency, percentage, and mean.

There were both of male and female respondents on an equal number. The largest proportion of them had
married and living with their spouse. They aged between 60 to 65 years old, educated at bachelor’s degree, were
Government Retired Officer, earned salary less than 30,000 Thai baht. Ministry of Finance in Thailand had paid their
incurred medical bills as “Welfare” for civil servant. They had been treating over there caused Doctor

appointment/Medical problems. They had chosen to see the doctor over there caused there were Medical Specialist
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Doctors. The respondents had gotten the information about the Service Quality of Geriatric Medical Center, Faculty of
Medicine, Chiang Mai University from Friends/ Acquaintances. They had been over there for service every three
months (Four times a year) between 08.00am — 12.00am on uncertainty of day. They had been over Sri Pattana
Medical Center, Faculty of Medicine, Chiang Mai University before they came to the Service Quality of Geriatric
Medical Center. They had decided to go to the Service Quality of Geriatric Medical Center by themselves, and very
satisfied after they had been serviced. They would readily suggest other to come to the Service Quality of Geriatric
Medical Center, Faculty of Medicine, Chiang Mai University.

The result had shown that the respondents answered dbout the important of the Service Quality
Dimensions at high level for all, and ranked by the mean scores from high to low as follows; (1) Assurance, (2)
Empathy,

(3) Reliability, (4) Responsiveness, and (5) Tangibles, respectively.

It was found that the respondents had considered the most important of each dimension as follows;
Tangibles — availability of places and equipment or tools which was about elevator, escalator, air-conditioner, water
cooler, television, direction & information signs. Reliability — there were Medical Specialist Doctors who had skills,
knowledges, experiences, expertise, advised, and trusting curable. Responsiveness — there were Medical Specialist
Doctors who had hearty and enthusiastic to care to patients. Assurance — the respondents had ensured that they
had been serviced with safety of medical service standards. Empathy — the Medical Specialist Doctors had attended,
cared, understood, and inquired respondents’ requirement.

The result had shown about the satisfaction of the Service Quality Dimensions at high level for all, and
ranked by the mean scores from high to low as follows; (1) Empathy, (2) Assurance, (3) Responsiveness, (2)
Reliability, and (5) Tangibles, respectively.

It was found that the respondents had considered the most important of each dimension as follows;
Tangibles — availability of places and equipment or tools which was about elevator, escalator, air-conditioner, water
cooler, television, direction & information signs. Reliability — there were Medical Specialist Doctors who had skills,
knowledges, experiences, expertise, advised, and trusting curable. Responsiveness — there were Medical Specialist
Doctors who had hearty and enthusiastic to care to patients. Assurance — the respondents had ensured that they
had been serviced with safety of medical service standards. Empathy — the Medical Specialist Doctors had attended,
cared, understood, and inquired respondents’ requirement including this place had opened to service from 08.00 —
20.00 in everyday a week. The result of these dimensions’ analysis was the same mean.

The analysis of the Level of Importance and the Satisfaction by using Important Performance Analysis (IPA)
technique. It was found that the Service Quality in Quadrant A about the Elder Patient had considered on high

importance and had low satisfied, it was Reliability. In Quadrant C about the Elder Patient had considered on low
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importance and had low satisfied, it was Tangibles. In Quadrant B about the Elder Patient had considered on high

importance and had high satisfied, it was Assurance, and Empathy.
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