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the Performance Outcome of Private Hospital

Pornchai Deepaisarnsakul
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Pornchaid@gmail.com
ABSTRACT

The objectives of this research paper are 1) to quantify service quality,
Improving operating system, responsiveness to the patients’ need, knowledge
management, service quality, response from patients and performance outcome. 2)
to analyze the Influences of service quality policy, improving operating system,
responsiveness to the patients’ need, and knowledge management which affect to
service quality. 3) to analyze the Influences of service quality which affect to the
response to patients’, and performance outcome. 4) to analyze the Influences of
the response from patients which affect to performance outcome of private
hospital. The researcher surveyed opinions from executives of 249 private hospitals

across country by questionnaire.

The study found that service quality policy and knowledge management of
the organization have the positive influence to the quality of service while the
improving of operating system has less influence to the good service quality in
private hospital business while responsiveness to the patients’ need has the

negative influence to the service quality.

Furthermore, good service quality for customers has positive influence to
the response from patients and also to the hospital’s performance. And the
response from patients also has positive influence to the performance outcome of
the hospitals. Finally we hope this study will be beneficial for hospital service

quality improvement in the future.
[Thammasat Journal, Volume 33 No.1, 2014]

Keyword: Service quality, Customer responsiveness, Private hospital
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N

PO SYS RES KM QUA CUS PER VIF
Mean 4.40 4.11 4.13 3.83 4.15 3.90 3.76
SD 0.54 0.58 0.61 0.61 0.50 0.44 0.84
PO 3.89
SYS .8309%** 4.69
RES 7945%*% - 80697 5.05
KM 6559%*¥% - 6908***  7848*** 3.03
QUA 782X 8254%F*  8286™** 6675 4.98
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3) VIF unu Aeusususiuiigaiuninuduass (Variance inflation factor)
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Model 1 Model 2 Model 3 Model 4

QUA-CUS/PERF QUA-CUS QUA-PERF CUS-PERF
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R Square 421 453 276 343

yBe 1) *p-value < .10, **p-value < .05, ***p-value <0.01
2) R Square Wy AMUszANMdUUsZANSN13AUN (Coefficient of Determination)
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