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Independent Study Title Customer Loyalty Towards Chiangmai Ram Hospital

Author Ms. Kannika Chomputet

Degree Master of Business Administration

Advisor Associate Professor Orachon Maneesong
ABSTRACT

The independent study aimed to evaluation of Customer Loyalty towards Chiangmai Ram
hospital. The subjects for this independent study consisted of 402 personnel including 6 wards,
dividing into 2 groups are 201 for the adult ward and 201 for the pediatric ward. The data was collected
from 5 dimension satisfaction questionnaire of SERVQUAL of Parasuraman, Ziethaml and Berry,
Gomez’s royalty, Cillan, 2006: Chaudhuri and Holbrook, 2001 and Simaporn Sittichai and Siyathorn
Khunon test for confidence of the questionnaire. The data analyzed was getting high credibility,
acceptableresult and has been analyzed with statistical values include frequency, percentage and
average by using statistic Independent Sample T-test and use F-test one-way variable analysis (One-
Way ANOVA) in the way to finding differences in data on demographic characteristics, satisfaction,
and loyalty.

The result of the study showed that most of the personnel were decision-makers or
their relatives have chosen hospital 55.0% were female, 67.2% were between 31-40 years old, 36.3%
were got bachelor degree, 53.7% had private business, 38.3% had income amount 20,001-40,000
THB, 27.6% had health insurance, 66.9% times to visit in hospital service within 5-6 times in the last
3 years.

The results of the satisfaction study showed that the level got the highest level of satisfaction
for 5 factors quality service in 5 aspects. The highest satisfaction levels are credibility, confidence,
fastest service, customer understanding, customer certitude and materialization of service and

difference of corporation and treatment claim and income per times to use service seem no difference.



The study result of royalty in behavior and attitude got highest royalty, also found that

department, treatment claim , income and time to visits seem difference.
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