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Abstract

The objectives of this study were to study 1) service quality level according to the expectation of the
service users from Phathalung Hospital Shop Cooperative Limited; 2) service quality level according to the perception
of the service users from Phathalung Hospital Shop Cooperative Limited; 3) the comparison of the differences
between service quality level according to the expectation and the perception of service users from Phathalung
Hospital Shop Cooperative Limited and 4) operational guidelines and quality development of Phathalung Hospital
Shop Cooperative Limited.

This study was a mixed method research. For the quantitative research, the population of this study
was service users who received the service from Phathalung Hospital Shop Cooperative Limited during April-May in
2023 with unknown number of population. The sample size of 400 people was determined by using Cochran
formula through accidental sampling.method. Statistics applied in data analysis included frequency, percentage,
mean, standard deviation, and t-test. Regarding the qualitative research, the key informants were such as the
committee chief, managers, and sales department head of Phathalung Hospital Shop Cooperative Limited by

using structured interview form. Data were analyzed by using content analysis.

The results of the study found that 1) the service quality according to the expectation of the

service users from Phathalung Hospital Shop Cooperative Limited , overall, was at the highest level ( X =4.56)2)

The service quality according to the perception of the service users from Phathalung Hospital Shop Cooperative

Limited, overall, was at the high level (X =3.93)3) The service quality according to.expectation and the
perception of the service users was different at statistically significant level of 0.05. 4) The operational
guidelines and quality-development of Phathalung Hospital Shop Cooperative Limited were such as (1) the
responsiveness that they should listen to the opinions of the service users through online system/opinion box;
(2) the reliability that there should be an improvement of service to be more customer focused and treat
them like relatives ; (3) the empathy that there should listen to opinions of the service users and to provide
service with politeness ; (4) the credibility that there should be the modification of the goods standard; and (5)
the tangibility that there should be the improvement of the room to be more comfortable with shelves to

accommodate the goods purchasing.

Keywords . Service quality, Expectations and perceptions , Cooperative shop
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