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Patient Satisfaction Towards Service Quality of In-Patient Department,
Hariphunchai Memorial Hospital, Lamphun Province
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Abstract

The objectives of this independent were to study the Patient Satisfaction Towards Service Quality of
In-Patient Department, Hariphunchai Memorial Hospital, Lamphun Province. Questionnaires were used as a
tool to collect the data from 387 samples patients who were hospitalized for at least 6 hours in inpatient wards
of Haripunchai Memorial Hospital, Lamsphun Province. The data collected from questionnaires were analyzed

by using the descriptive statistics: the frequency, percentage, mean, standard deviation. and analysis of the
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importance and patient satisfaction Towards Service Quality of In—Patient Department, Hariphunchai Memorial
Hospital, Lamphun Province by using the IPA (Importance — Performance Analysis) and explaining the meaning
of the results. through Quadrant | Il Il and IV

The results of the data analysis revealed that most of the respondents are female. Age 21-30 years
old, single, graduated from high school, Occupational employees of private companies, have an average
income of 15,001-30,000 baht, have been hospitalized within a period of 1 year 2-3 times, are entitled to
medical treatment with social security and stay in a single ward. Service quality in all 5 It was found that
the level of importance was at the highest level in all aspects. Sorted by the highest mean, were Assurance,
Responsiveness, Reliability and Empathy having the same mean and Tangible. And all satisfaction was at
the highest level. Sorted by the highest mean, Empathy Assurance Responsiveness Reliability and Tangible.

The results of the comparative analysis of the importance and satisfaction with the quality of
services for all 5 of the inpatient departments of Haripunchai Memorial Hospital, Lamphun Province.Using
IPA at the intersection (X = 4.64 , Y = 4.72) The services quality with a level of importance and satisfaction
higher than the standard are Reliability, Responsiveness, Assurance and Empathy. And the services with a

level of importance and satisfaction lower than the standard are Tangible.
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