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ABSTRACT

The purpose of this independent study is to examine the service quality of the inpatient
department on the 15" floor of Sriphat Medical Center, Faculty of Medicine, Chiang Mai University. The
concept of the SERQUAL Model consisting of 5 dimensions, which are tangibles, reliability, responsiveness,
assurance, and empathy, was used to measure the service quality. Quota sampling and convenience
sampling were used as methods to collect data and the sample of 350 clients who were patients, parents
or relatives’ patients of the inpatient department on the 15" floor of Sriphat Medical Center, Faculty of
Medicine, Chiang Mai University were chosen. Furthermore, the questionnaire was utilized as a tool to gather
data. Next, the data acquired was analyzed by descriptive analysis including frequency, percentage, and
mean, and by comparing the importance level and satisfaction level with Importance-Performance Analysis
(IPA).

The findings revealed that the clients (patients’ parents and relatives) were women more than men
whose ages ranged from 21 to 30. The highest degree they possessed was a bachelor’s degree or equivalent.
Their salary was between 20,001 and 30,000 Baht. They used health insurance for their children aged from
one month to one year to receive medical services. They were admitted into the hospital 2-3 times.

The findings also showed that the clients (patients’ parents and relatives) gave a high level of
importance to the service quality in all dimensions. They gave priority to empathy followed by assurance,
responsiveness, tangibles, and reliability respectively.

When the data was analyzed by comparing the importance level and satisfaction level with
Importance-Performance Analysis (IPA), it revealed that assurance was in Quadrant A which means it was
found to be substantial important towards the clients. However, it was insufficiently responsive to the
results. In terms of empathy, it was in Quadrant B indicating that it was substantial important for the clients
and was satisfactorily responsive to the results. With regard to reliability, it was in Quadrant C showing that
it was slightly important towards the clients and they received insufficient response from the service
provider. Consequently, they could be postponed. Concerning tangibles, it was in Quadrant D presenting
that it was insignificantly important towards the clients. However, they received satisfactory response from
the service provider. In respect of responsiveness, it was in Quadrant A showing that it was remarkably

important towards the clients, but was inadequately responsive to the results
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