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Abstract

This research aimed to study the factors that effect the
term of service quality of Banphaeo Hospital (Public Organization).
Quantitative research is used. The purpose is to; 1) To study the
level of each of the organizational factors of Banphaeo Hospital
(Public Organization). 2) To study the service quality level of
Banphaeo Hospital (Public Organization) 3) To study the factors
which effect Banphaeo Hospital (Public Organization)’s service
quality. The research data were collected using a questionnaire
which was the tool from the Sample group. The sample was

recorded patients from 399 samples from the OPD (Outpatients
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Department), Banphaeo Hospital (Public Organization). The
collected data from the questionnaires is the tool used to analyze
the statistical output, such as frequency distribution, percentage,
arithmetic mean, standard deviation (S.D.), Pearson’s product
moment correlation coefficient and Stepwise Multiple Regression
Analysis.

The result indicated the level of each organizational
factor of the hospital is overall at a high level. For individual
analysis of each factor found that technology had a high average,
followed by task, personnel and structure, respectively. Overall

service quality of the hospital is high. For individual analysis of each
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factor found that assurance had the highest average, followed by
reliability, responsiveness, empathy and tangible, respectively. The
organizational factor, effects on the service quality of the hospital,
is positive as the statistical significance result was .05 based on the
assumptions. The 4 factors of organizational administration had
the result of forecasting the service quality of the hospital (Public
Organization) at an overall percentage of 60.7. However, the most

influential factor of the service quality was technological.
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Truwit (eeAnsumsy) Wiseway 60.7 egrefitudAyniadnd
seiu .05 Wuldmuauufguiieeld dadunisudmsesdnissauunay
duusedns JadeniidvinarenmniwnisTiuinislamenunatuwin
(2esAn1sumY) IneFesa1duanuiidninauinlumdes aunsases
Srdulded dadednumelulad dadeduyaans dadesulaseasig
Hadesuau suddu Seanmsaviinegunmnislivinislamenuia
ruuia (sdnsummy) meldauns il

Y=a+bX +bX +bX +bX
) 11 2 2 3 3 4 4
logfl Y = a0 mmsliuinistsaneruiathuwii (23N sumnyw)

a = AR
bl = AduUsEaNSAUDnnREvRIdaTeAUALLLAT
b2 = ArdudsEavsauannsevesladesuunaing
b3 = AdUUITEANTAUDNDBEVBIYTEAULATIASS
bd = AEUUSLEANTAINDNDBEVBIUITLAUIY
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= Yadgaumalulag

X
1
X
2
X = J938A1UlATIATS

Jadesnuyaains

X, = Jaduanuau
aunslusU VeI IULAY
Y =1.058 +0.294 X1+ 0.198 X2+O.123 X3+ O.l38><4 fi“uﬁa

ANAINNITIAUINITITINEIUIaUINMAT (BIANTITUMIYY) =
1.058 + 0.294 (Yadesuwnalulad) + 0.198 (Yadesuyaains) + 0.123
(Uadesnulaseaing) + 0.138 (Yadesuau) anunsaesuieaunislunis
ATUINAMAINUINITITINGIUIAUILLID (89ANITUMIYU) AINEUNTT
wnas foil o muslitiadedunsl ntadosumeluladifiutunds
e (FeAriuu) wvdmatenmnmmsliuinsvelsmeunaiisiy
0.294 wiie (WieAzuuw) Lefvualitadeduad mntaded
yaansLitunilming (Wieazuun) wwdssasonuamnsliing
yodlssmeafiviu 0.198 e (Fenzuun) Woruusliiladedu
asl mndafodlassadafutunionie (Fersuuy) asdwmarte
Aunwnsluinisvaslsaneuiaifindy 0.123 wiae (Wieaziuw)
dlermualitadeduas wmintadedunufistuniionie (voasiu)
wdanarenunInnTliUINsTeslsame A Wfintu 0.138 wiae
(MSoAzULUL)

nisanusisgwa
N19371509 Yadendmasanmninnisiiuinisisameiuia
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1. ilefnwsgiutadumsuimsssdnisvesdsmeuiathuuin
(29ANTTUMNYL)

PNHaNFITeNU seavdadenmsuimsesAnsvedlsane1una
thuuita (esdmsumivy) Tnesameglusedugs Feanusnefuseli
Jadun1suinisesanisianudiAgaon1satiusureslsaneuiag
1wy (sdnsumvw) Weswnidussdusznavddyiinvduaduuas
atfuayunszuIuNITUIMsinnsiiieliesdnisussginguszasdna
wnsukazdwingld Weinnsaniadunsudmsesdnmsluudagdnu
wuidadesnumalulad fanadegegn Lesanlutagtumeluladle
dnfiunumsoyarauaresdnisuindu luanudunisuwngnis
asagumeluladldidunildumelumsiauiaiesiomansunme
Tifieuiuatouasgnioauiugunniuiionnasnforesthouay
Tns$nvmeuiauszaunadidaesageanlnediguaelasuanuniy
Uantfeniign delsamerurathuusi (esdnisumnau) lhszuumelulad
ansaumaaiglvslnuiuliidelrinsouraunsiuliuimsvesmisay
sing 4 lulsameuiatiueia Snsissuumaluladiiviuaivegnasyuy
Hospital Information System (HIS) unlglunistiuinisuazuinisdnnis
%’a;&a 39UV Lab Information System (LIS) uagszuu Lab Automatic
N TUIUNNINGTINYT SruulengLsdAdnea (Picture Archiving
Communication Systern : PACS) Tususs@ifagefianunsadafiunn
WnsduasSudilayarunmaasetisasuiawesatelulsmenuia
finsdndelusunsueensinag EMR Soft iileifissyAnsninnslimsnis
fasauaqumehauitlussuunyssdou nslfsalsn szuvnugine
UBN FLUUNURDINTIWNNE STUuUvisufURNMIManensinen ssuy
NUFEINYT srUUnsUavINgEUIY SEUUNUTBIET UAETEUUIUTBN
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M5ty Insthgunsaiiaiosdienamsunmdfiviuasio enii 3esile
mawuninyg ledesnsvidadelsevinla in3esdaniimnadiila in3edis
FHNIU Lﬂ%‘lax‘ﬁ/\laﬂlm L?ﬁlaﬁ Mammogram L?ﬁaﬂ X-ray CT Scan {1
TEnsuAite davhszuudumefidndunsuidalulsmennaiieay
azmnlunisinsiedeans madaiusiusin Ussananadoya vilwlesu
foyatigniosnsudrunaniudoyailésunssmanogiaue vonand
Fain19denleanigusnssd nisiudrinnzifousvgiilenisas
nzifau davilughvns usadnsnelulsmenuianuuidaadalugaden
WeslesrudrinammdnUssiuguamuisnauazdriinanuyssfudaes
Tumsmsaseuansmsinuveditae Wedumsiiuuszavsamuas
Uszansualumsufdhnuvesd ity avmnsiny anse
MOUANBIANNABINITHAZATIANUNINE IR ULSUUINSLA donmdes
fuan3 eswised (2550) Adnwizesnmianelaienisuinisveadfld
UINIuRUNEUIEuene1gInssy tsaneg1utatnuuia wudglduinigd
anuftanelasnnluFosnisihszuurenfinmesunldifionnusiaga
wazgneesvetaya Sovar 70.4 donAaodiu sUNN WINEY (2552) T3
FesruiianslavesgAithesenmnmasuImIImenmiitaves
Tsmmgunagnmes wud aighedinnuianeladenunmnisuinig
syiunn Tushugunsaluaziaiesile uavaenndeaiu Harold J. Leavitt
(1964) #ina1ri1 msUszgndliisnmsmameluladuasszuuasaume
Tun1susmsesinssthlugussavanmuasnanisufuRauvedasinis
firBetu

2. \lefnwnsiuaunmnsliuinisvestsmenuiatuuin
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NHANITITENUI SEAUAMNAINAITIIUINITVRIlT N 1Ua
Urunia (esdnsumvw) nesiwegluseauas asungladnnislvinis
UM Ivaalsaneunatiuuii (89ANSNITY) @1HNTARBUANDIBAIY
FosnsvesfFuuinmain i Fuuinmainanufianelald Wefiarsan
ANMNTIIUSMIvedlsmeTuIatiuwii (esAnsumvw) Tulsazanu
WUl fuadediu fendugeiign aunsaeuneldin flhedany
fuladnflesnsumssnuilssnerunathuusi (esdnmsuvie) auagles
fumsguaninummguasneuafifinnudeivglunsidedunisnga
Snwiagidunasuiuauaninsoviliornsiduihonaiaagmean
Tsaléluitgn aenndesiuu@nues Lynch and Schuler (1990) 8198
Tu wweyans waidn (2547: 104) ind1nd fanvesaudfisnelalunnniw
Uimsmananaidedie wu Wefisluanuannsn awd A
Frunguesyaansyensuimg mnudesiulumsinuinanunsatie
Fala i lvgunsuusnisiiauiianslaluuinisuesuaainsmienis
winé Falssmenunathuudia (esdmsuvieu) dunndiamngmaiiiang
FrunguasiBenmglunsinweyitedelselmsnsiuiiiedeeannsa
nssnwlanseurgumanslse lsamenuiadatvayuliupainsunme
wazneunaldsunsfnwilneusuiufiluaufiadladeliinn
Feawngy ansnsathunfaunsliuinisuasnevauestaelFFsedy
’s‘huﬁ?ﬁUﬂﬂiﬁﬂﬁ’m%miﬁ]%ﬁmiﬁ’]LL‘uﬂLLazizanI%ﬂ’ﬁ%ﬂH’lﬁ’j\‘lLLﬁiLLNuﬂ
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A 5 fu wuh Senadedlusyduinn WeRnsunlunedy
wui1 Frumslinnudesiudedliuinig flenedsgeaadudifuusn
Lazaennde fuULLIARYDY Parasuraman uazAny (1990) find1791
ANAUINSIUANLITesUARIINANY mnNaIsauazinYETes
frusnsdedealisurinmsiinanuidesiu

3. ileAnwidadunisuimsosdnisidnanenunimnisli
UINN59095INEUIATIUUN (B9ANTUMITL)

PNNaMNTELINTIATIZIINN0ENAMILUU Stepwise WU
fuusdademsuimsesdnig dalsun sulassads susnu suyeaing
wagdmumalulad ynfuunduiedefidmaronmaiwnisliuinig
Tsamenuratiuuia (esdnsumvy) egrefidudfynisadffiseiu .05
Tnefaruduiustulumeuin Sulumuausfisn Tneshuusiia 4 fail
fnasiuiuaunsane1nsalosurennuiuwUsveseRuANAINAIT A
Uimsvadlsamgnuatiuwii (esdnnsumvu) lasesay 60.7

JadunsuinisesAnisiidamasequainnisliuinisves
Tssnerunathuui (esdnisumew) anndigade Jadusumnalulad
Tnefinuduiusfulumsuin Geanunsaesuieledn efliiniasile
gunsaimemswme st Alfuassutasiidnouiisme waxd
nstunaluladasislnifildszuunsuinmesifiesuisanuazain
FI157 mugnaeseseyauldlumsiiiivnuasdmarossAunnnim
mslsusmsvedtsmmeunatinuuia (esdnsum) figsdu dwonados
fusnAdeves ugimi avddiawdng (2541) Anwdadeiifinasiossiy
AuAmwATiauINsAUNTSvIneTuIavesanidowneluwn 8 wudn
nautladesmunalulad Téun suusznaildansy Quismesanni
ounsly eumvue wazgunsnilaiesilewndesld dnaresziunmunw
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WMANAUINISAIUNISSNYINENUNavBddaRauselun1sun o819l

v o w a

TodAnvneadia wazaanndosiu ywul yrenains (2542) Anwidady
finaroUseansnaveanisuinisaulsameiviaguey Anwvinsdl
Tsangrunathuwiy kan153denudn anudanuveuleuty nsivun
1379 UAXNITUBUNLNENY kazAUNT oY NN TilNaiy
Uszavsualuideuan uazidetindndenlngnsinneiannesnyeal
wuUTuney (Stepwise : Multiple Regression Analysis) WU AUNToL

gawminensgnidngaunisidutadousn
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1 |
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1N

3) mstinsnsegnegthelaelavanglmnsuuinislugisia
iUl Wy a1 uazlutungasivnis el
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UtRn1suuiidausa (Participatory Action Research) lilon1swaiun
ANAMNTIIUSNSTSIETUaLUUTEILTRINYAAINT

19Na1S81080

N3 AWl (2550). AnwdianalasianisuInisvesgliuinis uaun
JUqeagInssy lsangruratruuia. Inendnusnisdnnis
WUNTIR (NFINNNTUITNMTEVAN). TeudaIvenae uninenae
GRGIEII

sunm WsuEL. (2552). AnufiswelevasgydgUeiididenaniwnis
UINIINMEAINUITAYDILTINGIUIAB1NBY. ATAUAT
dasy UT.Y. (USMNITINNTTUATATOYSET UMIINGR8I1U]
WITUATATOYTEN.

N
O

NsaNsaLAUFANANSUSUIMS

21/7/2558 13:59:24 ‘ ‘



(e}
O

Integrated Social Science Journal

NEW KXXXKK KXKKK1 -328.indd - 8o

o

WIFTAY JUNL. (2542). ANMUEFURUSTENINNITETNATINNEDIUR
nsldsudayadoundudiuaaninuinis mslissdauas
TAUTITUANNINUINIIAUVAMAINUINITAINNNTFUS VDS
weruradvInlulssmetuiaigiidisaulasanisiusesuay
WAIUIAMAINUTNIT. InednusneruiamansumUuda
(MIUIMITNITNIUTR) THIAINTUUMINEEE.

ywu1 yaewang. (2542). Jadeiiinadauszaniuanisuinnseu
Tsawgrunaguay : Anwinsailsaneruratiuuia J9mda
Aynsanas. aaldnusAugiauideay aandududia
WAUUIINSAERS.

WYANS w1, (2547) aruienalavasdUlsnanmninuinig
unungUlsuanlulssneruradungiunen. Ingrinusingy
ANERTUMIUUAN @1V INTANATI UTINARUAITITUEY
UAInINeNae umagInerdeaalng.

o

ug¥al gvdlimudng. (2541). dadeiifinadeszduanniwinadiauinig
aun1sSnEINeIUIavasaaiowndie Tu wa 8. Inemans
WUR (@15150gUANENS) @191V UBNUITVTAIITUGY
TN IneNay UmIneauuiing.

A3snd Usznauniily. (2549). annnnmsliusnnsveslssnenunajasi
i IngnT5Hl. Usnnsgsnanmtndgia (M353nn150anagns).
Y3y usmsgsnaumdadia @19739n1530N15888 nagns
UNINYIRYUMATANL.

i flaUien. (2550). Anwiarumaniuazauitanelovesdld
UINSUNUNEUIBUDNADAMAINUTNITUBILTINGTUIAUNS.
InetnusUTYSTUSEMAaUmaEnsU TSN @191 MTUITNS

waERIUIUSE AL IAEYUUN UM INENSETIANnIAne.

21/7/2558 13:59:24 ‘ ‘



‘ ‘ NEW K200 KA1 -328.indd - 81

Babakus, E. et. al. (1991, September). Issue of practice cosmetic
surgery. Consumer’s use of information and perceptions
of service quality. Journal of Healthcare Marketing. 45,
12-18. Harold J. Leavitt and Louis R. Pondy. (1964).
Managerial Psychology. Chicago : The University of
Chicago.

Parasuraman, A., Zeithaml, V.A.,and Berry, L.L.(1985). Aconceptual
model of service quality and its implications for future
research. Journal of Marketing. 49(4), 41-50.

Parasuraman, A., Zeithaml, V.A., and Berry, L.L. (1988). “SERVQUAL:
A Multiple-ltem Scale for Measuring Customer
Perceptions of Service Quality,” Journal of Retailing,
Spring, pp. 12-40.

Parasuraman, A., Zeithaml, V.A,, and Berry, L.L. (1990). Delivery
quality service : Balancing customers perceptions and
expectations. London: Free Press.

Scardina, S. A. (1991, January). SERVQUAL: A tool for evaluating
patient satisfaction with nursing care. Journal of Nursing
Care Quality. 8, 38-46.

See S. Tilles. The manager’s Job- A System Approach. Harvard
Business Review. January- February 1963, 73-71.

Yamane , Taro. (1970). Statistics : An Introductory Analysis. 2nd
ed. ToKyo : John Weatherhill, Inc.

oo

NSANSALALAANSUSAUNMS

21/7/2558 13:59:24 ‘ ‘



‘ ‘ NEW K00 KAARR: -328.indd 82

oo
N

Integrated Social Science Journal

uled

Tsenenutatuuia (sdnnsumvw) s1eaulseand 2553, duduile
Sufl 3 uns1AN 2556, 970 http://www.bphosp.or.th/pdf/
Annual2553.pdf

Tssneunatiuuia (2sAn1suvinen) s1e91uusesnd 2554. duduiile
Juil 3 unsAu 2556, 9 http://www.bphosp.or.th/pdf/
Annual2554.pdf

Tsenerutatuwia (sAnnsumvw) s1eaulseand 2555, duduile
Suil 3 dquiey 2556, 30 http://www.bphosp.or.th/pdf/
Annual2555.pdf

Tssngruratuuia(eadnsumey) Ysedalssnenuna. ududiou
7 3 uns1ew 2556, 910 http://www.bphosp.or.th/Abouthis-
tory.html

Tsangunatuuna (89Ansunay) nan1sandueu U 2555, duau
dlofuil 5 Fwneu 2557, anhttp//www.bphosp.or.th/pdf/
performance.pdf

Tsangnunatnuuna(@eannsuniay) wanisaiiuau U 2556, dudu
dlotudl 5 3 2557, 90 http://www.bphosp.or.th/pdf/
performance2.pdf

21/7/2558 13:59:24 ‘ ‘



