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Abstract

This independent study aimed to 1) study the satisfaction of patients’ relatives
who visited the outpatient pharmacy service, 2) study the influence of personal factors
and service quality factors on the satisfaction of patients’ relatives who visited the
outpatient pharmacy service, and 3) study the relationship between service quality
factors, service trust factors, and satisfaction of patients’ relatives who visited the
outpatient pharmacy service at Thammasat University Hospital. Data were collected
using questionnaires from 400 patients’ relatives. Data were analyzed using descriptive
statistics and hypotheses were tested using 1) t-test, 2) Multiple Regression analysis, and
Pearson Correlation Coefficient. It was found that different personal factors in terms of
medical treatment rights had different effects on the satisfaction of patients’ relatives.
2) Service quality factors in terms of service tangibility, reliability, responsiveness, trust,
understanding, and empathy had statistically significant effects on the satisfaction of
patients’ relatives at a statistical level of 0.05. 3) Service quality factors in terms of service
tangibility, reliability, responsiveness, trust, understanding, and empathy, and service
trust factors in terms of communication, care, commitment, and convenience. In terms
of conflict resolution, there was a statistically significant relationship with the satisfaction

of patients' relatives who received outpatient pharmacy services at a level of 0.05.
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