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Inpatient Wards at Fort Somdej Phranaresuan Maharaj Hospital,
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Abstract

This descriptive research aimed to: (1) identify personal characteristics of
inpatients or clients at inpatient wards; (2) determine expectations of service quality
among inpatients; (3) determine perceptions of service quality among inpatients;
(4) compare the expectations and perceptions of service quality among inpatients;
(5) compare clients’ expectations of service quality at ordinary and special wards; and
(6) compare clients’ perceptions of service quality at ordinary and special wards, all at
Fort Somdej Phranaresuan Maharaj Hospital, Phitsanulok province.

The study was conducted in a sample of 165 inpatients or their relatives aged
18 or over, selected from all 288 inpatients (the monthly average number of inpatients),
using accidental sampling proportionate to size of each ward. Data were collected in July
2019 during 08:00-16:00, Mondays—Fridays, twice each day, using a questionnaire with
the reliability of 0.95 — firstly, on patients’ expectations upon admission, and secondly, on
patients’ perceptions upon discharge. The data were then analyzed to determine
percentages, means, and standard deviations, and perform Wilcoxon signed-ranks test and
Mann-Whitney U test.

Results showed that: (1) of all 165 clients or inpatients admitted to ordinary
and special wards at the hospital, most of them were female, aged 2060 years, and state
officials or employees; had a bachelor's degree and a monthly income less than 20,000
baht; (2) their expectations about inpatient service quality were at the highest level,
overall and aspect-specific; (3) their perceptions of inpatient service quality were at a high
level in both overall and individual aspects; (4) their average scores of service quality
expectations and perceptions, overall and aspect-specific, were significantly different;
(5) their average scores of service quality expectations at ordinary and special wards were
significantly different (p = 0.05); and (6) their average scores of service quality
perceptions at ordinary and special wards were not different.

Keywords: Expectation, Perception, Service quality, Inpatient ward, Hospital
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