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Independent Study title: Expectation and Satisfaction of Clients on Quality of
Nursing services at Kasamarad Hospital
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Independent Study advisor: Dr. Renukar Thongkhamrod;

Academic year: 2012

Abstract

The main purposes of this exploratory study were : (1) to examine
expectation of clients on quality of nursing services at Kasamarad Bangkhae Hospital,
(2) to study satisfaction of clients on quality of nursing services at Kasamarad
Bangkhae Hospital, and (3) to compare expectation and satisfaction of clients on
quality of nursing services at Kasamarad Bangkhae Hospital.

The population was clients who received services at the In-patient
Department in Kasamarad Bangkhae Hospital. The sample comprised of 388 clients
who were selected by simple random sampling technigue. Questionnaires were used
as study tools and comprised of 2 sections: 1) demographic data and 2) expectation
and satisfaction of clients on quality of nursing services which applied from a patient
satisfaction with quality of nursing care which developed by Aree Cheevakasemsook
and Jintana Unibhand (2005). The questionnaires were tested for validity by 5 experts.
The Cronbach’s alpha reliability coefficient was 0.93. Statistics used for data analysis
were frequency, percentage, mean, standard deviation, and dependent t-test.

The findings were as follows: (1) Clients rated their expectation on quality
of nursing services beyond 100 % at the middle level. (2) Clients rated their
satisfaction on quality of nursing services beyond 100 % at the middle level. Finally,
(3) The mean scores of client’s satisfaction on quality of nursing services were
significantly higher than that of Client expectation at the level 0.01.

Keyward: Expectation, Satisfaction, Nursing service Quality
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