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Factors Affecting the Quality of Outpatient Services at the Health

Promotion Center 11 Nakhon Si Thammarat

Jiranat Kaewprapak

Health Promotion Center 11 Nakhon SiThammarat

This survey research aims to examine the factors affecting service quality and the
satisfaction level of outpatient nursing services at the Health Promotion Center 11
Nakhon Si Thammarat. A total of 378 participants were selected through purposive
sampling, and data were collected using satisfaction and service quality questionnaires.
Data analysis employed descriptive statistics and Pearson’s Correlation Coefficient.

The results showed that equitable service had an average score of 4.13 (SD =
0.65), promptness and timeliness scored 4.00 (SD = 0.66), sufficient service scored 4.04
(SD = 0.66), continuity of service scored 4.05 (SD = 0.65), guidance and advice scored
4.13 (SD = 0.67), and modern service scored 4.05 (SD = 0.61) — all at a high level. The
overall satisfaction with services was also high, with an average score of 4.05 (SD =
0.61). Correlation analysis revealed a statistically significant positive relationship at the
0.001 level between all aspects of service quality and satisfaction. The strongest
correlations with satisfaction were equitable service and modern service, with Pearson's
correlation coefficients of .843 and 1.00, respectively.

Recommendations from the study include improving the hospital's appointment
system, prioritizing patients, and managing service steps to better respond to patients'

needs promptly.
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