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= ABSTRACT =

Objectives: This study was to find the effected factors on customer satisfaction for
medical service and the willingness to revisit among hospital users

Methods: The data was collected by a questionnaire survey from February 1 to April 30,
2004, and 600 samples have been analysed among users of university hospital, private
hospital and public hospital in a local city.

Results and Conclusions: The satisfaction total score to use hospital was 113,54 points(out
of 175 point), these scores were constituted 39.10 points(out of 55 point) on satisfaction
score for kindness of hospital employee, 36.28 points(out of 60 point) for equipment
utilization and service formality, 18,59 points{out of 30 point) for environmental status and
19.57 points(out of 30 points) for reliability in medical examination and treatment service.
The factors effected on  satisfaction total score to use hospital were type of visiting
hospital, age of customer, convenience to visit the hospital, experience of using other
hospitals(R2=0.171). The effected factors of willingness to revisit scores were such as
satisfaction score in medical examination and treatment service, satisfaction score of
kindness hospital employee, experience of health examination and age of
customer(R?=0.370).

In conclusion, to raise the response's willingness to revisit. This must be reinforced by

employee’s kindness education and medical service quality.
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