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THAMONWAN BUNPASOOT : THE INFLUENCE OF SERVICE QUALITY ON
CUSTOMER SATISFACTION AND LOYALTY : A CASE STUDY OF ONE PRIVATE
HOSPITAL IN BANGKOK. ADVISOR : DR. BOONYADA NASOMBOON, 122 PP.

The purposes of this research were to study the service quality has effects on
customer satisfaction and customer loyalty, to study Japanese customer satisfaction and
to study customer loyalty of Japanese customer of one private hospital in Bangkok. The
questionnaire used to collect total 225 data from respondents. The statistics used in
data analysis were percentage, mean, standard Deviation, Simple Linear Regression
and Multiple Linear Regression at 0.05 level of significance. The result of study
demonstrated as follows:

A level of service quality, Interaction, Technical, Personnel, Infrastructural and
Procedural factors had high level While social support factor of service quality had
medium level with mean (i) in 3.81, 3.80, 3.79, 3.65, 3.50 and 3.26

The results of hypothesis study found that service quality has affects on
customer satisfaction and customer loyalty of Japanese customer of one private hospital
in Bangkok. And satisfaction has affects on loyalty of Japanese customer who use the

service at 0.01 of significance.
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ﬁlm : Swain; and Kar. (2018). Hospital Service Quality as Antecedent of

Patient Satisfaction-a Conceptual Framework. p. 262.
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and Arif (2017)

satisfaction and loyalty in the

Bangladesh healthcare sector

Auds 1304 SERVQUAL/Related | Non SERVQUAL
Amin; and Hospital service quality and °
Nasharudin (2013) | its effects on patient
satisfaction and behavioural
intention
Kitapci Akdogan; The Impact of Service Quality °
and Dortypl (2014) | Dimension on Patient
Satisfaction, Repurchase
Intention and Word-of-Mouth
Communication in the Public
Healthcare Industry
Ghosh (2014) Measuring patient satisfaction °
An empirical study in India
Russel Johnson; Patient perceptions of quality: °
and White (2014) analyzing patient satisfaction
surveys
Deshwal Ranjan; College clinic service quality °
and Mittal (2014) and patient satisfaction
Pai; and Chary Measuring patient-perceived °
(2015) hospital service quality : a
conceptual framework
Turan; and Analyzing perceived °
Bozaykut-Buk healthcare service quality on
(2016) patient related outcomes
Russel Johnson; Perceptions of care quality °
and White (2016) and the effect on patient
satisfaction
Ahmed Tarique; Service quality, patient °
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Swain; and Kar Hospital service quality as °
(2018) antecedent of patient

satisfaction-a conceptual

framework
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