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ABSTRACT

This research aims to investigate: 1) the levels of service quality and
hospital visitors’ satisfaction in Quang Binh Medical College 2) the influence of
service quality on hospital visitors’ satisfaction in Quang Binh Medical College and
3) The guidelines for improving service quality and hospital visitors’ satisfaction in
Quang Binh Medical College. The sample was 338 receivers of service from
hospital in Quang Binh Medical College. The instrument used in data collection
was a questionnaire which had a reliability coefficient of .959. Statistics used in
data analysis were frequency, percentage, mean, standard deviation, Pearson
product moment correlation coefficient and multiple regression analysis.

Findings of the study were as follow :

1. The service quality was at high level. Considering it by aspect, the
aspect that gained the hightest mean score was ‘empathy’, followed by
‘responsiveness’; ‘reliability” and ‘assurance’. The aspect that gained the lowest
mean score was ‘tangibles’. Hospital visitors’ satisfaction according to the
opinions of the visitors of the hospital was at high level. Considering it by aspect,
the aspect that gained the hightest mean score was ‘location and service
environment’, followed by ‘stages and duration of service’. The aspect that
gained the lowest mean score was ‘staff on service’.

2. The service quality (X) had significant relationship with hospital
visitors’ satisfaction (Y) as a whole at the .01 level with high level of correlation
and a positive correlation (r = 0. 797). The result of Multiple Regression Analysis:
The influence of service quality on hospital visitors’ satisfaction in Quang Binh
Medical College found that the service quality had significant influence on

hospital visitors’ satisfaction in Quang Binh Medical College at the .000 level with



a forecast coefficient (R*%) equal to .665. Considering service quality by aspect
found that the aspect it that influenced hospital visitors’ satisfaction in Quang
Binh Medical College at the highest mean score was reliability by beta value of
.355.

3. The guidelines for improving service quality were tangibles,
assurance and reliability and the guideline for improving hospital visitors’

satisfaction in Quang Binh Medical College was staff on service.
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