undnenMs

mMsANANUWOWO D/ IiwowolbuoododadumsusmsidwacdonIUWoWolDUooMsUSMSs
Tumwsaugovaunanmuwenuala:-msus:noulsafal:  Us:oUouusS: LU W.A. m&E&R
The Study of Satisfaction/Dissatisfaction of Services Factors effect

to Overall Satisfaction towards The Bureau of Sanatorium and Art of Healing
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This is a quantitative study collected data from clients of the Bureau of Sanatorium and Art of
Healing 406 persons. The questionnaires were Likert scale and open-end questions towards each of
service items. The independence variable is satisfaction/dissatisfaction of service factors. The dependence
variable is overall service. SPSS was implemented to be a tool for analysis. Multiple Regression was a
statistic method.

The result of study showed that, satisfaction/dissatisfaction towards services was powerful for
forecasting of overall services in ordinary as follow; attention, eagerness, readiness, ability to explain and
do suggestion for problem solving, moral, tags for announcement with clear definition, service in proper
time, easy and follow step, available, efficiency and equity, sufficient facilities, quick and complete
response. These 14 factors all together merge to forecast overall of services equal 75 % with significant
at 0.05. Multiple Regression forecast that, quickness and completeness of services, with services on
demand relate to overall of services equal 0.304 with significant at 0.05. These factors need to develop
for increasing of clients’ satisfactions.

The recommendation are 1) Policy formulation to do annual measure efficiency of services by
responsive sector and planning of improvement. 2) Indication of satisfaction evaluation to reward personnel
and create motivation in working. 3) There should be an investigate for other factors which could do
forecast of overall satisfaction of organization such as requirement/expectation, channel for public hearing
information and communication technology and confidence in services. 4) There should be an investigate
for satisfaction / dissatisfaction of service factors effect to satisfaction in any kinds or transactions of front

and back ends service. This is a benefit to service quality continuous improvement of the Bureau.

Satisfaction/Dissatisfaction, Factors effect to Overall Services
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