2041
ISBN 974-331-739-2



FACTORS OF OUTPATIENT DEPARTMENT SERVICE QUALITY
ACCORDING TO OUTPATIENTS’ EXPECTATION,
GOVERNMENTAL HOSPITALS, BANGKOK METROPOLIS

Lt. Nualluckana  Boosabong RTN.

A Thesis Submitted in Partial Fulfillment of the Requirements
for the Degree of Nursing Science in Nursing Administration
Nursing Administration Program
Graduate School
Chulalongkom University
Academic Year 1998
ISBN 974-331-739-2






Flil irtj tiPl | » d * )

(FACTORS OF OUTPATIENT DEPARTMENT SERVICE

QUATITY ACCORDING TO OUTPATIENTS' EXPECTATION, GOVERNMENTAL HOSPITALS,

BANGKOK METROPOLIS) . oL ', 179 . ISBN 974-331-739-2:
5 650
98
6 585
1)
439 2
2)
45 1
3)
32 7
4)
25 9
5)
23 5
. 6)
20 4

SMIUNUDURGBIVE .G ST ALY 3

4 ' 217
A ... DIIVINIIN IR MuNDBOIIIMSNIN MV}




J1 0 Cljityr i) yome; ) Hf ) <, Ve 1 3

# #4077570236 MAJOR NURSING ADMINISTRATION

KEY WORD:
FACTORS OF OUTPATIENT DEPARTMENT SERVICE QUALITY / GOVERNMENTAL HOSPITALS
NUALLUCKANA BOOSABONG, LT : FACTORS OF OUTPATIENT DEPARTMENT SERVICE
QUATITY ACCORDING TO OUTPATIENTS EXPECTATION, GOVERNMENTAL HOSPITALS,
BANGKOK METROPOLIS . THESIS ADVISOR : ASSIST. PROF. PANIDA DAMAPONG, Dr. P.H.

179 pp. ISBN 974-331-739-2.

The purposes of this research were to study factors of outpatient department service
quality as expected by outpatients’ and the variables which described those major factors. A sample
of 650 outpatients in 5 governmental hospitals, Bangkok Metropolis were selected . The instrument was
a rating scale on frequencies of important service quality expectated by outpatients'. The reliability of
the instrument, calculated by the Cronbach’s Alpha Coefficient was .98. The data were analysed by

Image Factoring method, Orthogonal rotation through Varimax method.

The major finding were as follows :
Six significant factors of outpatient department service quality according to outpatients’
expectation were determined. The total variance of these factors is 58.5 percent accumulative. The
following results derived form the calculated variances : 1) Expectation on credibility and ethic, which
described by 24 items, accounted for 43.9 percent of total variances, 2) Expectation on health
education and augmented service , which described by 11 items, accounted for 4.5 percent of total
variances, 3)Expectation on courtesy, which described by 7items, accounted for 3.2 percent of total
variances, 4)Expectation on time accuracy and convenienceof service, which described by 9 items,
accounted for 2.5 percent of total variances, 5) Expectation on tangibles of service, which described
by 5 items, accounted for 2.3 percent of total variances, 6) Expectation on prices, which described by

4 items, accounted for 2.0 percent of total variances.
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