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Abstract

This quantitative research aimed to describe the influence of service quality factors
(based on the 5 dimensions of SERVQUAL), service experience, and hospital accreditation
(Hospital Accreditation) on patient satisfaction in the Operating Room Department at
Phramongkutklao Hospital. Data were collected from a sample of 184 individuals, divided
into 3 groups: military personnel and their families, other government officials, and the
general public. An online questionnaire, which was validated and had high reliability, was
used for data collection. Data were analyzed using descriptive statistics and multiple

regression analysis.

The research findings revealed that the studied factors had a significantly different
influence on satisfaction among each patient group; Other Government Officials group:
All 5 dimensions of service quality and hospital standards influenced satisfaction, with
both positive and negative directions observed. Service experience had a significant
negative influence on satisfaction. Military Personnel and Families group: Only the
Reliability dimension of service quality had a significant negative impact on satisfaction.
While General Public group: No factors were found to have a significant influence on

satisfaction.

In summary, service quality, patient experience, and hospital accreditation are

related to patient satisfaction in the Operating Room Department at Phramongkutklao



Hospital, but the level and direction of influence significantly differ across different patient
groups. Understanding these differences is crucial for improving service quality and

managing expectations for each patient group to maximize satisfaction.
Keywords: Patient Satisfaction; Service Quality
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