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Abstract

Outpatient Department (OPD) medical services must address patients’ diverse
expectations and needs, with service quality serving as a primary determinant of patient
satisfaction. This quantitative study examines the level of service quality and patient
satisfaction and determines which aspects of service quality influence patient satisfaction in
the OPD at Vajira Hospital, Bangkok. Data were collected using a questionnaire comprising
three parts: demographic information, service quality, and patient satisfaction. The sample
comprised 384 OPD patients, determined using the Krejcie and Morgan (1970) formula.

Overall service quality was rated at the highest level (M = 4.60, SD = 0.51). Among the
service quality dimensions, ‘Reliability’ had the highest mean score, followed by ‘Assurance’
and ‘Responsiveness’, all rated at the highest level. Although ‘Tangibles’ had the lowest mean
score, it remained in the high category. Patient satisfaction was also rated at a high level.
‘Empathy’ was the strongest predictor of patient satisfaction, followed by ‘Assurance’,
‘Responsiveness’, and ‘Tangibles’. ‘Reliability’, however, was not a significant predictor of

patient satisfaction.

Keywords: service quality; patient satisfaction; outpatient department; Vajira Hospital
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