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#fian Jeuns’ uas IWyASUNs gaanfa’
Chanita Rungpon1 and Phensirin Suksomkit?
W ANEIR A U IAENTZA BN ATNIT AT D

King Mongkut’s University of Technology North Bangkok, Thailand

Corresponding Author, E-mail: 'chanitarungpan@gmail.com

Received March 1, 2025; Revised March 29, 2025; Accepted April 8, 2025

unAnLa

unAHRIRgUsTaeA 1) teAnunsyAunnnInnsLAnsuazAEAswe larers LA NS
TaangnunalunadiAnen uaz 2) 1R BN UALBLIINIINIFIA NADNINNITEN191B9K T LTSNS
Tasmgunalunsdidnen suuuunisidainnisidedasmalaunannisimununinnis
u%mﬂm?%wqwﬁ@mmwmi‘u’%mi(SER\/QUAL) unseunisids Aniiade Ae sw Tunsdifnen
naNFBEs (WnFuuannslameratunadifne)Aeysuuinisfannminlaatszdnda g
uazanian wazlimdn Sauam 385 au lAsnsdmRenuuU T lmdnAnEuandy uazduiinnns
quANaLNIAINANNEEAIN LAAasdefi (alunsAded 19in Ao 1deeflaiBelEnna) (Quantitative
Tools) Taun uuusauany AwnszntayalnslyadAiugiu Aueds sosar anudouuunsgm
HANTTATENLAN

1) AnaNINNNSLENNT ariudadaniuannainglessnesnisuanig Saeisgegn windy
5.30 Tpennagdnuazianlaylyudnis fauadesiige wndu 3.06 2) Anafaels Sazduiladanm
mstlszamnu fnueds goga wai 3.15 Tneantranedalaidnig fauadusings wndy 2.82

2) WHANWNITRNADNNANTUENTIBIRSULENS L saneunalunadifinen & 4 uuanag
TAun uuInf 1 1199ANTYARINTUULERNEY UANNT 2 ML AYILATAUIAINEAINTD
NATNEN U9 3 MARNUSEANBAINNNT NS NEINTYARINT LAUNINAST 4 NTLaEHTIN

YARINT



1686 | 313@719UIRNTINNTANEILAZA1939Y D71 9 AL 3 nangIAN — e 2568

v v 2

PDAUNLANNNIWITEH N19IUTZAUAINTNNITLENITUATAHRIN (9989 S uUE N9 e

dnlURe NI NN BN TWANSLE NS

Adndny: AnnInnNTbILENTg; AvwenalaraaFuusnns; UssAnnimnnsuinag; nneuinisg
ﬂﬂ\iT‘N‘Wﬁ"lU"lﬂ
Abstract

The objective of this article is 1) To study the level of service quality and user satisfaction at a
hospital in the case study, and 2) To present strategies for improving the quality of service for hospital
patients in the case study. The research design is quantitative, using the concept of service quality
development, with the SERVQUAL theory (Parasuraman, 1985; Zeithaml, 1985 and Berry., 1985) as
the research framework. The research area is the hospital in the case study, and the sample group
consists of 385 hospital service users. A non-probability sampling method was used, with a convenience
sampling approach for data collection. The research tool is a quantitative tool, specifically a
questionnaire, and data analysis was performed using basic statistics, including mean, percentage, and
standard deviation. The findings of the research are as follows

1) Service quality; The level of tangibility factors in service delivery has the highest average
score of 3.30, with the factor of understanding and recognizing the service users having the lowest
average score of 3.03 2) Satisfaction: The level of coordination factors has the highest average score
of 3.15, while the factor of service costs has the lowest average score of 2.82.

2) The strategies for improving The objectives of this article are:To study the level of service
quality and customer satisfaction of hospital service recipients in the case study. To propose guidelines
for improving service quality for hospital service recipients in the case study. The research follows a
quantitative approach, using the service quality development concept based on the SERVQUAL theory
as the research framework. The study area is the hospital in the case study. The sample group consists
of 385 hospital service recipients, including those attending follow-up appointments for chronic diseases,
emergency and accident cases, and common colds. The sampling method is non-probability sampling
with convenience sampling applied. The research tool used is a quantitative instrument, specifically a
questionnaire. Data analysis is conducted using basic statistics, including mean, percentage, and

standard deviation. The research findings indicate that: Service quality: The tangible aspects of service
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quality had the highest mean score of 3.30, while recognition and understanding of service users had
the lowest mean score of 3.03. Customer satisfaction: The coordination factor had the highest mean
score of 3.15, while service costs had the lowest mean score of 2.82. Guidelines for improving hospital
service quality: There are four key approaches: Approach 1: Flexible personnel management. Approach
2: Support and development of professional skills. Approach 3: Enhancing personnel resource efficiency.
Approach 4: Strengthening the workforce.

Findings from this study provide insights into the level of service quality and customer
satisfaction, which can be used to identify strategies for enhancing service quality. g the quality of
service for hospital patients in the case study include four approaches: Strategy (1) Flexible personnel
management Strategy (2) Supporting and developing professional skills Strategy (3) Enhancing the

efficiency of human resource utilization Strategy, and (4) Strengthening the workforce
Keywords: Service Quality; Patient Satisfaction; Service Efficiency; Hospital Service
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