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Abstract

This research was conducted to study service satisfaction and tendency of
users towards Out Patient Department (OPD) service at Abhakornkiartiwong Hospital
Sattahip Naval Base. To anticipate the overall satisfaction, the research investigated
the perception of service quality in five areas, . tangibles, service reliability, ability
in responding to users’ needs, assurance, and empathy. The research also explored
the overall satisfaction relating to usage service behavior. In addition, the research
probed usage service behavior relating to usage service tendency of OPD users at
Abhakornkiartiwong Hospital Sattahip Naval Base. The sample of the study was 400
respondents who received the service from OPD at Abhakornkiartiwong Hospital
Sattahip Naval Base. Most OPD users were male, aged between 41-50 years old,
holding educational level under bachelor's degree, having married status, working as
government employees/public enterprise employees, and earning monthly income
between Baht 10,001-20,000. The users perceived the service quality at the high
levels including assurance, tangibles, service reliability, empathy and ability in
responding users’ needs. The users perceived the overall satisfaction at the high
level. Future service tendency was at the high level. The findings have shown that the
users who were different in gender, marital status, occupation and monthly income
had different usage service behavior in the aspect of frequency. The users who were
different in gender, age, marital status and monthly income had different usage
service behavior in the aspect of expenses. The users had perceptions towards
service quality in the aspect of service reliability and ability in responding users’ needs
which could predict the overall satisfaction. These two variables could explain the
overall satisfaction of the OPD users. The overall satisfaction and service behavior in
average expenses per visit (Baht) of the OPD users had low positive relationship.
There was low positive relationship between service behavior in the aspect of

expenses per visit (Baht) and future service tendency

Keywords: Satisfaction, Future service tendency, Usage service behavior
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