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Independent Study title Quality of Service as Perceived by Clients at Eye Clinic
of The Outpatient Department Somdejphajaotaksinmaharaj
Hospital

Author: Mrs. Nitaya Suwannaporn; ID: 2535100149; Degree: Master of Nursing

Science (Nursing Administration); Independent Study advisor: Duangkamol

Pinchaleaw, Police colonel, Associate Professor; Academic year: 2012

Abstract

The purposes of this descriptive research were: 1) to study the level of
quality of service as perceived by clients at the Eye clinic of the Outpatient
Department at Somdejphajaotaksinmaharaj Hospital and 2) to compare quality of
service as perceived by clients in terms of age, education level, and number of visits.

The sample included 390 persons and was purposively selected at the
Eye Clinic of the Outpatient Department, Somdejphajaotaksinmaharaj Hospital.
Questionnaires modified from SERVQUAL, developed by Parasuraman and others,
were used as research instruments. Content validity was verified by five experts, and
was .09. The Cronbach's alpha reliability coefficient was .98. Data were analyzed by
percentage, mean, standard deviation, and Kruskal - Wallis statistic.

The study found as follows. 1) Clients rated quality of service at the Eye
Clinic of the Outpatient Department, Somdejphajaotaksinmaharaj Hospital at the
high level. (X=4.43, S.D= 0.72) They rated quality of service in terms of empathy,
responsiveness, and assurance at the high level and reliability and tangible at the
highest level. 2) There were significant differences in assessment of quality of service
depending on age and number of visits (p <.05); whereas, there was no significant
difference in term of education.

Keywords: Service Quality Perceiving Eye clinic
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