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ABSTRACT

The objectives of the research were 1) to compare the satisfaction and loyalty of patients who purchase
medicine from the medicine department of a university hospital in Bangkok classified by personal factors, and
2) to examine the influence of the service quality of the medicine department. on patient satisfaction and loyalty
at university hospitals in Bangkok. Samples of this research were patients who used the services from a university

hospital in Bangkok. The total population is unknown, we used the method of selecting samples according to
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Taro Yamane's formula with the sample size of 400 people. Statistics used in data analysis included frequency,
mean, and test of variance. and analysis of multiple regression equations. The research found that 1) Patients had
different levels of satisfaction and loyalty due to different personal factors consisting of gender, age, and
education level, and 2) the service quality the drug department that influences on patient loyalty of consisted of

service location, pharmacist's knowledge, pharmacist's attention, responsiveness, and interaction.

Keywords: Service quality / Satisfaction / Patient loyalty
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