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ABSTRACT

The purposes of this research were; 1) to study the customer satisfaction of the OPD
department of the hospital in Bangkok metropolitan area 2) to set the standard of the OPD’s service
quality in hospital in Bangkok metropolitan area. This is the mixed method research and the samples
of the quantitative method of this research are 400 patients of the OPD department of the hospital
in Bangkok metropolitan area. Another research tool is the in-depth interview of the 10 patients in
the OPD department of the hospital in Bangkok metropolitan area. The quantitative result showed
that the patient of the OPD department of the hospital in Bangkok metropolitan area has a good
satisfaction level in the registration staff (X = 4.02, S.D. = 0.718), emergency room staff (X = 3.97,
S.D. = 0.695), hospital porter (X = 3.67,S.D. = 0.745), medical staff (X = 3.65,S.D. = 0.660),
pharmacist (X = 3.55, S.D. = 0.646) and cashier staff (X = 3.41, S.D. = 0.645) but the satisfaction level
in the nursing staff is at the moderate level (X = 3.39, S.D. = 0.723). The qualitative research result
was found that the patients need the porter, cashier and pharmacist to be able to process with their
work quicker than they used to and the patients also want to be checked by the doctor thoroughly
and the registration staff should be able to provide the medical rights to the patients.
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