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Abstract

This study aimed to investigate service process factors affecting service quality perception of customers in
the outpatient department in Suddhavej Hospital, Maha Sarakham Province. The sample in this study was
400 customers who received services in the outpatient department in Suddhavej Hospital. The research
instrument was a questionnaire which has validity value of 0.97. The statistics including percentage, mean
standard deviation, correlation coefficient of Pearson as well as linear multiple regression were employed to
analyze data. The research results elucidated that there was a high level of service process factors of
customers in the outpatient department in Suddhavej Hospital in Maha Sarakham Province with the mean of
3.80 (x_= 3.80), and there was a high level of service quality perception of customers in the outpatient
department in Suddhavej Hospital in Maha Sarakham Province having the mean of 3.93 (x_= 3.93). In
addition, there was statistical significance at 0.05 of service process factors affecting service quality
perception of customers in the outpatient department in Suddhavej Hospital in Maha Sarakham Province on
four factors which could be ordered based on their relation from high to low as communication, location and
equipment, service process as well as service duration. The multiple correlation was 0.885 (R=0.885), and all
independent variables could indicate the variations of dependent variables as evidenced by 78.30%
(R2=0.783).
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