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Abstract

The objectives of this research were to: (1) identify personal factors of clients,
(2) determine clients’ expectations of service quality, (3) determine clients’ perceptions of
service quality, and (4) compare clients’ expectations with perceptions of service quality,
all at a 120-bed general hospital in Nakhon Si Thammarat province.

The study was conducted in a sample of 400 patients randomly selected from
all 120,000 outpatients who visited the outpatient department of a 120-bed general
hospital in 2018 during office hours in the province. Data were collected using a
questionnaire for information on personal factors, clients’ perceptions and expectations of
service quality, service structure and process, and service outcomes. The questionnaire’s
reliability and validity values were 0.82 and 085 respectively. Percentage, mean, standard
deviation, and t-test statistics were used in data analysis.

The results showed that: (1) Of all the 400 participants, 233 were female, 314
were aged 3040 years, 266 were married, 245 graduated under a bachelor’s degree, and
250 had a salary less than 10,000 baht; (2) clients’ overall expectations of service quality
at the hospital were at a high level; (3) clients’ perceptions of service quality at the
hospital were at a level that should be improved; and (4) the clients’ expectations and
perceptions of service quality at the hospital were significantly different.

Keywords: Client’s expectation and perception, Hospital service quality
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