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55358305: MAJOR; SOCIAL AND HEALTH SYSTEM MANAGEMENT
KEYWORDS :SATISFACTION/ SERVICE/ SERVICE QUALITY

BUSSARAKHAM KAEWKRAJANG:FACTORS RELATING TO PATIENTS’

SATISFACTION TOWARDS SERVICES IN ONCOLOGY-MEDICINE DEPARTMENT AT

BANPHAEO HOSPITAL.THESIS ADVISOR:WARANEE BUNCHUAILUA,Ph.D. 56 pp.

The objective of this study was to determine factors relating to satisfactiontowards
services in Oncology- Medicine department:The study sample consisted of 186 patients who
visited the Oncology-Medicine/department during study period. Data were collected using self-
administered questionnaire. Descriptive “statistics “and Chi-square test were used for data
analysis.Result showed that' the ‘respondent were  female (61.8%) ‘with age of 40-49 years
0ld(38.7%).Most of the respondents were farmers (26.9%), had marriage status (82.8%),
graduated Bachelor’s degree and Primary ' school(66.1%), had income of 12,001-20,000
Bahts/month(37.6%), had experienced the service more than 3 times (78.0%), and used Universal
Coverage scheme (50:0%). A mean score for overall satisfaction was4.58(full score = 5) and can
be categorized as very satisfied. Regarding the satisfaction in-4 aspects, the mean score were 4.48
for service process;4.67 for staffs, 4.54 for facility, and 4.59 for:service quality.~The relationship
between factors and satisfaction found that gender of the patient-was statistically significant with
thesatisfaction of the service (p=0.040). The results can beused to improve service quality in

Oncology-Medicinedepartment at Banphaco Hospital including personnel, facility aspects.

Program of Social and Health System Management Graduate School, Silpakornuniversity
Student’s signature..................... Academic Year 2015

Thesis Advisor’s signature...............c..coeeuenn...
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