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Abstract

This research aimed to investigate the service quality factors that influence the satisfaction of
emergency medical service users at Phon Phisai Hospital, Nong Khai Province. A cross-sectional survey design
was employed to collect opinions on five aspects of service quality and satisfaction among emergency
medical service users, utilizing the RATER model with a sample size of 86 individuals. Data were analyzed
using descriptive statistics and multiple regression analysis. The hypothesis is that at least one service quality
variable affects the satisfaction of emergency medical service users at Phon Phisai Hospital, Nong Khai
Province.

The research results showed that most respondents were female patients aged 61 years or older,
with a primary education. The overall perception of emergency medical service (EMS) quality at Phon Phisai
Hospital, Nong Khai Province, was high level. Among the service dimensions, tangibility received the highest
rating, followed by staff caring, reliability/trust, confidence, and responsiveness. Satisfaction levels among

EMS users were high at both the ambulance service point and the emergency room. Hypothesis testing
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revealed that: For ambulance services, staff caring and responsiveness positively influenced service quality

and user satisfaction, supporting the hypothesis; for emergency room services, tangibility and confidence

had a significant positive effect on service quality and satisfaction, further validating the hypothesis.

Keywords: Service quality, Satisfaction, Emergency medical service
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