PRIMARY HEALTH CARE

JPHC[l]

Primary Health Care Journal (Northeastern Edition)
ISSN 2774-0250 (Print) : ISSN 2774-017X (Online)

Original Article

FACTORS INFLUENCING SATISFACTION OF OUTPATIENT HEALTH SERVICES OF PRIVATE
HOSPITALS IN CHONBURI PROVINCE

Received: July 15, 2024
Received: May 15, 2025
Accepted: May 30, 2025

Citation: Lordkaew L.,
Hengboriboonpong  Jaidee P.
(2025).  Factors
Satisfaction  of

Influencing
Outpatient
Health Services of Private

Hospitals in Chonburi Province.

Primary Health Care Journal
(Northeastern  Edition),  40(2),
el5574.

Copyright (c) 2025 Primary Health
Care Journal (Northeastern Edition)

Lalita Lordkaew ', Patchana Hengboriboonpong Jaidee >

L2 Department of Fundamentals of Public Health, Faculty of Public Health, Burapha University,
Chonburi 20131, Thailand
Corresponding author; E-mail: patchana@buu.ac.th *

ABSTRACT

Following the COVID-19 pandemic, private healthcare providers have
increasingly played a prominent role within Thailand’s healthcare system,
highlighting the need for competitive awareness to improve service quality
and timeliness. The cross-sectional descriptive study aimed to investigate
the factors influencing patient satisfaction in the outpatient department of
a private hospital in Chonburi province. The study sample comprised 419
patients who utilized outpatient services between October-December B.E.
2564, selected through quota random sampling. Data were collected using
a validated questionnaire and analyzed using descriptive statistics,
Pearson’s correlation, and multiple regression analysis. Results showed
that the average satisfaction score was 58.68+2.41, with most participants
reporting high satisfaction (86.9%) and moderate level (12.6%). Both
marketing mix factors (7Ps) and service quality dimensions were positively
correlated with outpatient satisfaction at a statistically significant level (r =
0.121, 0.087, p <0.001, respectively). Key predictors of satisfaction included
the marketing mix components of physical evidence (B = 0.170) product
(B = 0.148) as well as the reliability of the service quality (B = 0.138) and
tangibles (B = 0.121). These variables collectively predicted 12.2% of the
patient satisfaction at the statistically significant level of 0.01. It is
recommended that healthcare facilities enhance both tangible and
intangible value within their service offerings to further improve patient

satisfaction.
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a01un13ain1sunssru1nveslsa COVID-19 dwmalvianiuuinisqauainenyuy
fumumlussuuuimsguninlnedivanntu sghdlsinugsialsmeiuiaiensu
Jugsiauimsiisuiuludesnunimuarszezinalunadiinm fufuay
lalunsudaduvesnaiauinisaunmiadududdyiasdauasulidnng
faaunmuinsld nsiddmesnuuuuniednendundsl Hnguszasd
WiodnundadeiifinasenufisnslavesdfuuinsguainunungUisuonves
Tssmegruatonvuwsini dudminvays ngudiegrsdedunlduinsguam
WHUNKUIBUBNTENIINABUARIAN - SUIAN W.A. 2564 dUNqUAIBE 1MUY
TAdn $1udu 419 AU IALUUABUALTIHILNNIATIRABURAANYDIATBITe
Taszitoyalagliaifidanssauw affanduiusuuuiieidy wazatifonney
WAl HaNIANYINUI sedummTianelagSuuinisieds 58.68+2.41 Az
lneanaloeglusedugs (Sesar 86.9) uavseauuiunans (Sevay 12.6) U3l
AUAIUNANNIINITNATA (7TPs) kardaduauAMAINNITUTNNT Fuiusidauan
fuanuianelaluvesTuusnisguamveskung Uiguaneg1eiideddgyng
adAfiszsu 0.01 (r = 0.121, 0.087, p <0.001 aua16u) Inedadunudliuneu
119159810 Lawn drunangiuninieniw (B = 0.170) drundndudi (B =
0.148) uaradufunuainnisuinsiuanuundede (B = 0.138) fu
JUs53U04M15U3N15 (B = 0.121) sanduriuneauiianelalunislduinig
aun Ie¥esas 12.2 ogreilfuddnmaaianisesu 0.01 delausuuzsoaniy
U3Msguan Ao msenszsuanuienelalaeiiunnurvesndnsasidoly

ArdnAny: ANuTanela; Jadediudszaun1inisnain; AuAImNITUINg;
1S9ne1UIaLDNYY
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Table 1: Results of data analysis on satisfaction levels with service quality factors of health service

recipients in the outpatient department of a private hospital in Chonburi Province

Service quality factors

Satisfaction level regarding

X SD Min-Max service quality factors
High Medium Low
Tangibility 18.35 1.04 12-20 43(10.3)  373(89.0) 3(0.7)
Reliability 13.43 0.87 9-15 40 (9.5) 375(89.5) 4(1.0)
Responsiveness 13.51 0.96 9-15 66 (15.8)  350(83.5) 3(0.7)
Assurance 8.98 0.73 6-10 309 (73.7) 108 (25.8) 2(0.5)
Empathy 4.41 0.50 3-5 176 (42.0) 240(57.3) 3(0.7)

4. Yeyatadvarulszaunianisnaia (7ps)
wud gliusnisaunnukungUieuenuedlsang1ua
wnvuwiani sludminvay3 Tszduanufianela
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AutemunsIndmitg (Gevas 84.7) ATUNTYUIUNT
(Sawaz 75.4) sunisduasunisnain (Seeay 57.5)
shundnsiae (Fovay 56.3) Taaglusziugs wazsy
MANFIWNNNIEAMN (So8as 62.8) A1us1AT (Sosay
57.3) agluszAuUrunananudniu (Table 2)

5. Nan13AsIEiANUFuNUS sEnI19UedY
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ﬁ’m@mﬂ’]WﬂﬁU%ﬂ’]ﬂUﬂ’]Wi’J@J (r=0.287, p < 0.001)
WAz HAIUUTLAUNIINITARIAUNINTIY (r= 0.311,
p < 0.001) AANUFUWUSNIUINAUAINAIND]A
Tunsldusnsavanedsildedrdgyisadi Taeiile
#W313007578AUnUI1 JadeauannInnisuinis
LA PuIUsITHYRINITUINNG dAAnuduiusun
fign (r= 0.231, p < 0.001) uazdadasudumangu
YNANYATN mmmé*mﬁuémﬂﬁqm (r= 0.234, p < 0.001)
(Table 3)
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Table 2: Results of data analysis on satisfaction level with marketing mix factors (7Ps) of outpatient

health service recipients. of a private hospital in Chonburi Province

Satisfaction level regarding

Marketing mix factors (7Ps) X SD Min-Max marketing mix factors (7Ps)

High Medium Low
Product 17.69 1.09 12-20 236 (56.3) 182 (43.4) 1(0.2)
Price 13.28 1.03 6-15 175(41.8) 240(57.3) 4(1.0)
Place 13.37 0.93 8-15 355 (84.7) 61 (14.6) 3(0.7)
Promotions 13.63 1.01 9-15 241 (57.7) 173(41.3) 5(1.2)
People 23.12 1.17 15-25 394 (94.0) 24 (5.7) 1(0.2)
Physical Evidence 27.01 1.37 18-30 154 (36.8) 263 (62.8) 2(0.5)
Process 22.32 1.33 15-25 316 (75.4) 99 (23.6) 2(0.5)

Table 3: The relationship between service quality factors and marketing mix factors (7P) that influence

the satisfaction of outpatient health service recipients. of a private hospital in Chonburi

Province
Pearson's correlation
Satisfaction
r p-value
Service quality factors 0.287** <0.001
Tangibility 0.231** <0.001
Reliability 0.197** <0.001
Responsiveness 0.132** 0.003
Assurance 0.123** 0.006
Empathy 0.121* 0.006
Marketing mix factors (7Ps) 0.311** <0.001
Product 0.225%* <0.001
Price 0.138** 0.002
Place 0.087* 0.038
Promotions 0.113* 0.010
People 0.195%* <0.001
Physical Evidence 0.234** <0.001
Process 0.182** <0.001

** Statistical significance at the .01 level
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naneamn (B = 0.170) sundnde (B = 0.148)
Hadefrunmuniwnisuinis: sumnuindede (B =
0.138) wagA1u3UsIINVEINI5UTNNS (B = 0.121)
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UInsaunn lisesar 12.2 agnalidedAgnieada
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fis¥su 0.01 (Table 4)

Table 4: Analysis of service quality factors and marketing mix factors (7P) that influence satisfaction in

using outpatient health services in a private hospital. of Chonburi Province

Factors predicting satisfaction B SE Beta (B) t p-value  VIF
Marketing mix factors (7Ps): Physical Evidence 0.145  0.041 0.170 3543 <0.001  1.092
Marketing mix factors (7Ps): Product 0.158  0.051 0.148 3.102 0.002 1.089
Service quality factors: Reliability 0.185 0.063 0.138 2.940 0.003 1.053
Service quality factors: Tangibility 0.136  0.056 0.121 2.452 0.015 1.159

R = 0.360; R? = 0.130; R? adj = 0.122; F = 15.458; p-value < 0.001
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