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Abstract

The objectives of this survey research were: (1) to study levels of service
quality of Neonatal Ward Number 2 at Nakhonphanom hospital by expectation and
perception of mothers; (2) to compare maternal expectation and perception of service
quality; (3) to compare maternal expectation and perception of service quality among
mothers with different nationalities; and (4) to compare maternal expectation and
perception of service quality among mothers with babies of different sicknesses.

The study population was a monthly average number of 157 mothers of
neonatal patients admitted to the Neonatal Ward Number 2 at Nakhonphanom hospital.
A sample size of 120 mothers was randomly selected from admitted neonates in July
2016. An instrument was a questionnaire, modified from SERVQUAL quality assessment
with a reliability of 0.81. Statistical analysis was performed by descriptive statistics,
paired t-test, and independent t-test.

Results showed as follows: (1) overall and all aspects of service quality
were at very good levels, except maternal perception in the aspect of tangible service,
which was at a good level; (2) Maternal expectation was higher than perception;
(3) Regarding different nationalities of the mothers, Lao mothers showed higher consensus
between expectation of the service than those of Thai mothers at a statistically significant
difference at p-value < 0.05; however, no significant difference was found on the
perception of service quality among the mothers of different nationalities; and (4) No
significant difference was found on maternal expectation and perception of the service
quality among the mothers with babies of different sicknesses.

Keywords: Service quality, Neonatal Ward, Mother, Expectation, Perception
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