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The purposes of this cross - sectional descriptive research were to examine
patients' satisfaction and related factors of the services in the special clinic at King
Chulalongkorn Memorial Hospital. The samples were 347 patients which had been collected
from Dec. 14, 04 - Dec. 19, 04. The instruments consisted of 2 parts. The first part was
general demographic data and experiences of services. The second part, which
constructed by researcher, was the questionnaire to assess quality of service theory (by
Zeithaml, Berry and Parasuraman) and the approach of service theory (by Penchaky, Roy
and Thomas). The later was divided in 5 parts; person satisfaction, environment and place
satisfaction, expended satisfaction, time satisfaction and service satisfaction. All data were
analyzed with the SPSS program to determine percentage, mean, standard deviation, t-test,
F-test (One-way ANOVA) and Multiple Regression Analysis by Enter.

The results revealed that 58.8% of the patients expressed moderate satisfaction.
The factors (experience of the special clinic in other hospitals, single marital status,
employees of private firm, income below 5,000 baht per month and the first service hours on
weekend) could forecast of patients’ satisfaction in 10.9% (P<0.01). The patients who had
received third party payment had higher satisfaction than who had not (P<0.05).
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