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Independent Study title: Patients’ Expected and Perceived Service Qualities
at Emergency Unit, Nongkhai Hospital
Author: Mrs.Warisara Baunoo; 1D: 2585000215;
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Abstract

This descriptive research aimed to: (1) identify patients’ personal factors;
(2) determine the levels of patients’ expected service quality; (3) determine the levels
of patients’ perceived service quality; and (4) compare the differences in patients’
expected and perceived service qualities, all at the emergency unit of Nongkhai Hospital.

The study was conducted in a sample of 268 patients selected using the
systematic sampling from 4,620 patients in the hospital’s emergency unit. Data were
collected using a questionnaire covering questions on personal factors, expected service
quality and perceived service quality, whose reliability values were 0.989, 0.968, and
0.878 respectively, and validity value was 0.89. Statistics used were percentage, mean,
standard deviation, and paired t-test.

The results showed that: (1) of all participants, most of them or 63.8%
were female, 75.7% presented with moderate to severe illnesses, 66.8% visited the unit
after office hours, and 72.0% could go home after emergency treatment; (2) the levels
of expected service quality — overall and for each dimension — were high; (3) the levels
of perceived service quality in four dimensions were high, except that the responsiveness
level was moderate; and (4) by comparison, the levels of expected and received service
qualities in all dimensions were significantly different (p <.05). The expectation levels
were higher than those for perception. In particular, the difference in the tangible
dimension was greater than others, and that for responsiveness was lowest.

Keywords: Emergency unit, Service quality, Expectation, Perception
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