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This research aimed to study and compared Outpatients Satisfaction 
toward Phanangkao Hospital Service that devided with demographic  
characteristic. Data collective with questionnaire paper by random order the 
sampling for there are 330 papers. Research conducted from May to 
September 2017. Data analysis with computer programme consist of 
percentage, standard deviation, mean, highest and lowest, t-test and also 
to f-test that statistic significant at 0.05. The research result showed that 1) 
outpatients satisfied toward the service in holistic are middle level. location 
factor is in high level but for environment factor still in low level. 2) 
Outpatients who have sex, average monthly income, and different 
treatment rights. Satisfaction of the overall facility service of environmental 
personnel. And the service process. not different 3) outpatients who are 
different ages has service significant are different as well. More over, 
personal factor are different too that outpatient who has ages between 20-
40 years old has satisfied on service higher than who are between 60-81 
years old. 4) outpatients who has different in education level are satisfied 
toward service in the personal and environment factors are differently. 5) 
outpatients who different occupations were satisfied toward service in 
personal factor different that who are agriculture has satisfied toward 
service higher than owner business and General employee. 

 
Keywords: Service Satisfaction, Outpatients 
 
Field of research: Marketing 
 

1. Introduction 
 
Health improvement of people is considered to be the foundation of development of the 
country to be progressed and stable. Hence, the government sees the importance of 
taking care of health by emphasizing on supporting physical health with trying to protect 
health more rather than being treated with medication. However, in real situation, 
medication is still an important part because of increasing in the number of patients. This 
is due to the increasing in the number of population, environmental problems that ruin 
physical and mental health of the people, as well as society’s trend in emphasizing on the 
importance of choices in taking care of health. This can be seen from exercise and 
supplementary food for health. Therefore, the level of using service from alternative 
medicine and Thai traditional medicine has been increasing. Particularly, public hospitals, 
that usually have a problem with management. As a result, it has caused dissatisfaction 
for many clients.The problem was found that it mostly had to with quality and efficiency of 
service. Therefore, there was a service development of public health to be concordant 
with environmental changing in economy and society in order to satisfy the people at its 
best by following new principles of management. It considers that service users are the 
most important clients of the hospital. Due to the clients’ opinions reflect the real issues of 
service system and how it needs to be improved in order to respond to the need of service 
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users like convenience, affordability and efficiency in maintaining medical treatment 
(Pakorn Namva and Board, 2007). 
 

Medical treatment is a complex and delicate work. It includes hastiness and urgency. With 

these reasons, there is a chance that is likely to make a mistake and have some 

misunderstanding. Besides that, due to the changing in the society these days, people 

have becoming more protective of their right. As a result, it has increased expectation and 

need of the service more like the needs of convenience, immediacy, standard and quality. 

On the other hand, the level of dissatisfaction has also increased along the way. Due to 

that, there have been several complaints, which subsequently devalue relationship 

between service provider and client. In particular, in a place of public service where there 

are many patients and staff perform their work slow, hence, it makes the patients have to 

wait too long to get their treatment (Pakorn Namva and Sirimol Vantong, 2007). 

 

Therefore, in order to impress the patients who used the service of medical treatment at 

Phra Nang Klao Hospital to feel the need to want to use it again, the clients’ satisfaction 

should be a true reflection of the real problems of the service system. That is why; there 

should be an improvement to respond to the need of the clients.  In the aspect of location 

wise, it should have an appropriate location to access the service conveniently, clean 

environment in the hospital, enough seats for the patients who have to wait and the overall 

accessibility of the location. This is for providing facilities of the service in order to create 

satisfaction for the clients. In the aspect of personnel, one must have an interest and 

intention in working in service such as the ability in providing service equally and fairly. In 

the aspect of environment, where it has an influence in satisfying the clients, the structure 

and interior design of the building should be beautiful, having a proper area, as well as 

enough equipment. In the aspect of the process of service, there must be a proper 

method of providing the service efficiently, conveniently and easily in order to fulfill the 

need of the clients correctly (Sirilak Makmanee, 2005). 

 

From the statement and reasons above, it created an attempt for the researcher to study 

about satisfaction of the patients on the service of Phra Nang Klao Hospital. The received 

data will be beneficial for the both sides; the patients and the service providers to 

acknowledge their defects, as well as satisfaction of the patients on the hospital in order to 

use the result of the research to further develop the service of outpatient department of 

the public hospital to be better. The improvement in the service can be used for planning 

in developing the personnel and the hospital management in various aspects to be 

appropriate service efficiently by being concordant with the need and expectation of the 

patients in the future. 

 

2. Literature Review  
 
Definition of satisfaction 

The definition of satisfaction varies depending on the need of each individual. Therefore, 

in the study of satisfaction, there have been many people have defined the word as 

follows. 
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Fueangfoo Jiarnai (2005) stated that satisfaction meant feeling or expression of an 

individual on response of satisfaction of each individual. The higher level of work position 

and education, the more decision to make. Therefore, there is a relationship between 

things that the individual’s needs to be received, he will be satisfied, but if the individual 

does not receive what he needs, he will be dissatisfied.  

 

Anatya Srijarueng (2005) stated that satisfaction was an individual’s feeling on something. 

It could either be good or bad and positive or negative. The characteristic of the individual 

comes from demographic factors such as sex, age, career, and income of service user, 

which happens when those things can respond to the need of the individual. 

 

From the definitions above, the researcher can conclude that satisfaction is feeling, 

attitude, as well as, emotion of the individual on something that could either be good or 

bad and positive or negative. It can all happen when those things can fulfill the need of the 

individual. If it could not fulfill, there the negative feeling would happen. 

 

 Theory regarding satisfaction 

 Theory of satisfaction explains the need and desire inside of the individual, which urge 

to cause a behavior. This theory also explains about mechanism of the need of staff 

members such as reasons why the staff members have different needs at different time. 

There are 6 well-known and accepted theories of satisfaction such as: 

 1. Maslow’s Hierarchy of Needs Theory 

 2. Alderfer’s ERG Theory 

 3. McClelland’s Achievement Motivation Theory 

 4. Herzberg’s Two Factors Theory 

 5. Vroom’s Expectancy Theory 

 6. Adam’s Equity Theory 

 

Kotler (Kotler, 1944 quoted in Rattana Kijjaruen, 2009) said about marketing mix that there 

were 7 of them as follows. 

 1. Product – Considering about service, it needs to look at the scope of the service, its 

quality, class level, trademark, assurance of before and after of the service and it needs to 

cover widely like a society in a small building to the biggest one in the country. 

 2. Price – When it comes to price, it should consider about the level of the price, 

discount, subsidy, commission and payment condition. Due the price can have effects in 

differences of the service and acknowledgment of value from the clients by comparing 

between the price and quality of the service. 

 3. Place – Accessibility of the service location is one of the most important factors of the 

service market. The accessibility does not only have to do with physical access, but also 

communication. Therefore, types of distribution and coverage are the important things to 

access to the service. 

 4. Promotion – It can be done through advertisement, selling activity and other types of 

activities where it can either be directly to public or indirectly to communication like public 

relation. 

 5. Personnel – There are 2 types to cover as follows: 
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  5.1 The role of personnel for service business - They do not only provide the service, 

but also providing the new service at the same time. Hence, building relationship with the 

clients is very important to the service. 

  5.2 Relationship with the clients –The quality of the service that can impress one 

client, could result in more clients to come due to recommendation. For example, a group 

of tour agency tourists, or regular customers from a restaurant who spread the information 

through word-of-mouth, however, the challenging part for many managers is to maintain 

the quality of the service.   

 6. Physical characteristic of the service refers to how few of service businesses lack of 

the physical characteristic to involve. Therefore, elements of the physical characteristic 

that sometimes appear have an effect in decision-making of the clients. Basically physical 

characteristic refers to interior design, color, feature of the service place and so on. For 

examples, car renting, airline label or packaging of a dry cleaning store that has to focus 

on cleanliness and so on. 

 7. Process –In the group of the service business, the process is as important as human 

resource. Due to even the service provides have an interest in taking care of the clients, it 

still cannot solve all of the clients’ problems such as lining up. The system of delivering the 

service will cover policy and the process to be applied like the level of machine usage for 

giving service power to make a decision for the staff member and participation of the 

clients in the process of the service. However, the importance of the mentioned issue is 

not only important to those who operate but also to those who market, as well. Due to it is 

related to satisfaction of the clients, which is obvious that market management cover the 

issue of this process too. 

 

In this study, the researcher used the theory of marketing mix 7P’s as a measurement of 

decision-making on using the service of outpatient department at Bangpo General 

Hospital by measuring the level of opinions that resulted in the outpatients to decide to 

use the service. There were 7 elements such as service, price, place, promotion, 

personnel, environment and process. 

 

3. The Methodology and Model  
 

1. In this study, it was done by survey of the population, who were the outpatients that 

used the service at Phra Nang Klao Hospital, Nonthaburi Province. The weekly average 

number was 1,600 outpatients (Out Patient Registry of Phra Nang Klao Hospital, 2017). 

Sample calculation at minimum by using the table of Yamane (Yamane, 1970) at the level 

of significance at .05, which had a sample group of 330 people by randomly choosing 

sample with the outpatients of Phra Nang Klao Hospital who had queue with even 

numbers. 

2. Variables used in the research can be categorized as follows. 

  Independent variables refer to demographic characteristics such as sex, age, martial 

status, level of education, occupation, average incomer per month and right of medical 

treatment. 

  Dependent variables refer to satisfaction of the outpatients on the service of the Phra 

Nang Klao Hospital. It can be classified into 4 aspects such as place, personnel, 

environment and process of the service. 
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3. Research instrument is a questionnaire regarding satisfaction of the outpatients on 

the service of the Phra Nang Klao Hospital by 2 parts of the questionnaire as follows. 

  1st part is the questions about demographic characteristics such as sex, age, martial 

status, level of education, occupation, average incomer per month and right of medical 

treatment. It is the questionnaire of checking list type with 7 questions. 

  2nd part is the questions about satisfaction of the outpatients on the service of Phra 

Nang Klao Hospital with 22 questions. 

 

4. In the process of assessing the research tool for this study, the researcher used the 

designed questionnaire to test for finding validity by assessing it according to the content 

from 3 experts, as well as, checking for reliability by the group that had close characteristic 

to the group of studied population around 30 people. As a result, it had the level of 

reliability at .928. 

 

5. Data collection for the research, the questionnaire was taken to the sample group to 

answer. 

 

6. The researcher took every questionnaire to check for its completeness and analyzed 

it with statistics by using a computer to find statistic result with statistical package 

software. The method can be seen as follows. 

  6.1 Descriptive statistics – To explain the demographic characteristics of the 

outpatients at the Phra Nang Klao Hospital by using frequency, percentage, maximum 

value and minimum value. On the other hand, analysis of satisfaction of the outpatients on 

the service of the Phra Nang Klao Hospital used mean and standard deviation. 

  6.2 Inferential statistics used the hypothesis testing as follows. 

   6.2.1 the analysis of satisfaction of the outpatients on the service of the Phra Nang 

Klao Hospital used the difference between mean of the 2 group samples with t-test to test 

the 2 groups of population. It randomly chose each independent group. The first step was 

to test the difference between variance of 2 groups with statistic testing of Levene. If the 

result of the variance of the 2 groups were not different, then it would use the testing of 

Equal Variances Assumed. Moreover, if the result of the 2 groups were different, then it 

would later use the testing of Equal Variance Not Assumed. 

   6.2.2 the analysis of satisfaction of the outpatients on the service of the Phra Nang 

Klao Hospital used the difference between mean of more than 2 groups, it would test the 

difference between the variance of the sample group as the first step by using statistical 

testing of Levene. If the result found that there was no difference in every group, then it 

would use One Way Analysis of Variance. Subsequently, the analysis found the difference 

between the sample group, it would use the testing as couples by LSD method. However, 

if the testing of the variance found the difference at least 1 couple, it would then statistical 

Brown-Forsythe and followed by Dunett T3 testing if it found the difference between the 

sample groups. 

4. The Findings 
 

1. The overall level of satisfaction of the outpatients on the service of the Phra Nang 

Klao Hospital was medium. It started from the first order, which was place was at the high 
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level, followed by personnel was also at the high level, process of the service was at the 

medium level and environment was at the low level, respectively. 

 

The overall mean and standard deviation of satisfaction level of the outpatients on the 

service of the Phra Nang Klao Hospital: 

 

Satisfaction on the Service 
Level of Satisfaction 

x  S.D. Results 

1. Place 3.64  .791  High 

2. Personnel 3.42  .828  High 

3. Environment 3.06  .941  Low 

4. Process of the Service 3.40  .846  Medium 

Total 3.38  .616  Medium 

 

2. The difference of the outpatients’ satisfaction on the service in terms of age, level 

education and occupation can be seen in the table 2. 

 

Table 2: The comparison of satisfaction level of the outpatients on the service of the Phra 

Nang Klao Hospital classified by demographic characteristics in each and overall aspect. 

 
Demographic 

Characteristics 

Place 

Statistic V -sig 

Personnel Statistic 
V- sig 

Environment 

Statistic V sig 

         Process of the 

Service Statistic    

V-sign Total 

Sex t= .014      .889  t=.181       .414 t=.817          .414        t=1.371        .171  t=.757       .450  

Age F=.599      .616  F=2.644*  .049  F=.580         .629       F=1.634       .181  F=.851      .407  

Marital Status F=.311      .677      F=.440      .645      F=1.615       .200          F=.874         .418     F=.959      .384  

Level of Education F=.526      .665  F=3.632*  .013    F=2.635*     .050        F=2.734*     .045  F=1.304    .275  

Occupation F=.327      .829  F=.786      .535  F=1.269       .282       F=1.388       .238  F=2.818*  .026  

Average Income per 

month 

F=.405      .750  F=.574      .663  F=.467         .705       F=.245         .859  F=.162      .922  

Right of Medical 

Treatment 

F=.599      .616  F=.2.494   .060  F=1.106      .347       F=.513         .620  F=1.207    .307  

* The level of significant statistics was at 0.05 

 

5.  Conclusions 
 

1. It was found that outpatient hospital Pranangklao of 320 people found that most were 

female. Age range 41-60 years were married. Education Graduate Diploma / equivalent. 

Employed professionals The average monthly income of less than 10,000 baht and 

exercise to maintain a social security card. 

2. It was found that the level of satisfaction of the outpatients on the service of the Phra 

Nang Klao Hospital in terms of place and personnel was at a high level. This showed that 

location and work performance of the staff members could respond to the need of the 

clients to some extent. This was probably due to the location where the hospital was 

located in the area where it was easy to travel, as well as, the service of the personnel like 
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hospitality and enthusiasm in taking care of the client equally with eloquently speaking and 

enough number of the personnel. This was concordant with the concept of Aday and 

Anderson (Aday and Anderson quoted from Tavachchai Tanusarn, 2007) who stated that 

satisfaction on service location was accessibility and appropriateness of location where it 

must be clean and had proper seating place for the patients to sit and wait for the service. 

These are all important main factors. 

 

3. It was found that the outpatients that had different sex, marital status and average 

income per month had no different in satisfaction on the service. It showed that the 

personnel of the Phra Nang Klao Hospital provided service fairly to the outpatients. As a 

result, they were all satisfied with the fair treatment regardless sex, marital status and 

wealth. This was the same to the research study of Sangop Pantawong (2005) who found 

that the clients who had different sex, marital status and income had the same satisfaction 

on the service of the outpatient department at San Pa Tong Hospital, Chiang Mai 

Province.  

 

 4. It was found that the outpatients with different age had different level of satisfaction 

on the service inpersonnel aspect. The outpatients with the age 20-40 years old tended to 

have higher level of satisfaction than the one at the age 41-60 years old. This was due to 

they did not have severe sickness or disease, which did not require too much time for 

them to check their health or even to take a queue. Furthermore, there were not many 

patients either. As a result, their satisfaction was easily fulfilled. This was concordant with 

the concept of Suntud Sermsri (1996, quote from Chinnawat Sirisompan, 2009) who 

stated that the service in personnel aspect was the service with a policy that mainly 

regarded the importance of the service users, which could result in responding to the need 

of the service users to reach their satisfaction easily, as well as, the staff members who 

were aware of the importance of the service users, would behave and provide the service 

at their best with conscious of service. 

 

 5. It was found that the outpatients with different level of education had different level of 

satisfaction in terms of personnel and environment aspects. The outpatients with 

elementary education had higher level of satisfaction on the service than the rest. This 

was probably due to their simple lifestyle that did not expect too high from the service. 

Hence, they were satisfied with the service of the personnel at the hospital to some extent. 

This was concordant with Preecha Pongpeng (2017), who stated that the staff with 

different level of education had different kinds of acknowledgment in terms of service and 

public utility of the Map Ta Phut industry. This was also concordant with the concept of 

Fueangfoo Jiarnai (2005), who stated that satisfaction refers to feeling and expression of 

an individual on respond to his expectation. The higher work position and education, the 

more needs will be. 

 6. It was found that the outpatients with different occupation had different level of 

satisfaction on the service of the personnel. The outpatients with agricultural jobs tended 

to have higher level of satisfaction on the service than those with private business and 

regular employees. This was probably due to the personnel at the hospital such as officers 

at public relation, nurses, assistant nurses or doctors all provided the service equally and 

the outpatients with agricultural jobs had simple lifestyle and had lower expectation from 
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the service than others. This was concordant with the concept of Anatya Srijarueng 

(2005), who stated that feeling of an individual on something could be either good or bad 

and positive or negative by characteristic of the individual influenced by demographic 

factors like service user’s job, which it can respond to the need of the individual, if it did 

not, it would result in negative feeling. 

 
Suggestion 

 There should be more of a study comparing other factors that affect satisfaction on the 
service for inpatients and outpatients for development in work performance of the staff 
members to be able to fulfill the need of the service users. 
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