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LALITA LORDKAEW : FACTORS INFLUENCING SATISFACTION OF
OUTPATIENT HEALTH SERVICES OF PRIVATE HOSPITALS IN CHONBURI PROVINCE.

ADVISORY COMMITTEE: PATCHANA JAIDEE, 2025.

This cross-sectional descriptive study aimed to investigate the factors influencing patient
satisfaction in the outpatient department of a private hospital in Chonburi province. The study sample
comprised 419 patients who utilized outpatient service between October — December B.E.2564, selected
through quota random sampling. Data were collected using questionnaires assessing satisfaction,
marketing mix (7Ps), and service quality. The validity and reliability of the instruments were confirmed.
We were analyzed data by using descriptive statistics, Pearson’s product- moment correlation, and
multiple regression analysis.

Results shown that the majority of patients utilizing outpatient services were male (62.1%)
with an average age of 33.3+10.3 years. Most had a bachelor’s degree (63.5%), were single (72.6%),
employed in the private sector (30.3%), with a monthly income of 15.000-25.000 THB (51.1%). Most
respondents reported having sufficient income for living expenses but not for saving (54.4%).

Marketing mix factors (7Ps) and service quality factors were significantly positively
correlated with patient satisfaction in the outpatient department at the 0.01 significance level (r =
0.121,0.087, p <0.001, respectively). Specific predictors included physical evidence (B =0.145,p
<0.001), product (B =0.158, p = 0.002), reliability of the service quality (B =0.185, p=0.003), and
tangibles (B =0.136, p=0.015). Together, these factors significantly predicted 13.0% of the patient

satisfaction.
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Model
4 Coefficients Coefficients T P-value Statistics
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