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and Rateepat Rattranabrawornvat®
ABSTRACT

This research aims to examine the levels of service quality, satisfaction, and
loyalty, as well as the relationships among these factors, in the use of services at
Naresuan University Hospital. The sample consisted of 385 hospital service users.
Data collection took place from October 2024 to September 2025; the research
instruments were validated with a Content Validity Index (CVI) of 0.90 and
demonstrated Cronbach’s Alpha reliability coefficient of 0.789. Data was analyzed
using Pearson's correlation. The results revealed that most participants were male
(54%), aged 41-60 years (46%), held a bachelor’s degree (44.7%), and were mainly
employees or workers (33.8%). Most participants used the Gold Card health scheme
(42.9%). Regarding service quality, the overall level of patient satisfaction was found
to be at the highest level. The highest mean scores were observed in the dimensions
of service behavior (X = 4.92, S.D. = 0.24) and information provision (X = 4.92,
S.D. = 0.23). In terms of other satisfaction dimensions and patient loyalty, the highest
mean score was found for intention to revisit the hospital (X = 9.68, S.D. = 0.78),
followed by willingness to recommend the hospital to relatives or acquaintances
(X =9.66, S.D. = 0.88). The overall hospital rating was also reported at the highest level
(X = 9.51, S.D. = 1.19), respectively. The correlation analysis among the main variables

showed that intention to reuse services, word-of-mouth recommendations,

124 Faculty of Medicine, Naresuan University Hospital
3 Faculty of Nursing, Naresuan University
* Corresponding author e-mail: phawineep@nu.ac.th

Received: Mar 1, 2026 Revised: Apr 28, 2026 Accepted: Jun 4, 2026



NIAFINMTINNMansuazinalulag uininendesivinsuys

Uil 4 avufl 1 (unsiau-Hiquisu) 2569

overall hospital score, and environmental cleanliness were all significantly positively
correlated at the .01 level, with very strong correlation coefficients (r = 0.798-0.909).
The strongest relationship was between intention to reuse services and word-of-mouth
recommendations (r = 0.909, p < .01), indicating that users who intend to return are
also highly likely to recommend the hospital to others. To enhance user loyalty and
encourage word-of-mouth, the hospital should focus on factors affecting user
experience by maintaining service and information standards and ensuring cleanliness

and environment.
Keywords: service loyalty, service quality, satisfaction
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