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Abstract
The objective of this study is to 1) The importance of service quality in medical

services of private hospitals in Chiangmai and 2) The relationship between customer
loyalty and service quality factors. The study is quantitative research by using
questionnaire. The population was whom using medical services in Chiangmai private
hospitals. Sample size 400 respondents’patient and stratified sampling method. The
statistics used in data analysis were the percentage, mean, standard deviation and
multiple regression analysis.

The results were as follows:

1. Customer is importance on service quality when using medical services of

private hospitals in Chiangmai. Overall, it was at the highest level (X= 4.45, S.D.= 0.50).
When considering each aspect, it was found that, Reliability is most important to
service quality in deciding to use medical services of private hospitals in Chiangmai,
followed by tangibility, assurance, empathy and responsiveness, respectively.

2. Service quality factors influencing customer loyalty in medical service of
private hospitals in Chiang Mai consists of reliability, responsiveness, empathy and

assurance were statistically significant at .05.
Keywords: Service Quality, Loyalty, Medical Services, Private Hospital
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