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Thesis title: The Customers’ Perceptions and Expectations of Service Quality

at a Private Dental Clinic in Roi Et Province
Researcher: Mr. Artit Padungkit; ID: 2575000936; Degree: Master of Public Health;
Thesis advisors: Dr. Panee Sitakalin, Associated Professor; Porntip Geerapong,
Associated Professor; Academic year: 2019

Abstract

This cross-sectional study aimed to: (1) identify customers’ characteristics
affecting customers’ perceptions and expectations of service quality; (2) determine the levels
of customers’ perceptions and expectations of service quality; and (3) compare the
differences between customers’ perceptions and expectations of service quality of a private
dental clinic in Roi Et province.

The study involved a sample of 234 patients randomly selected from 600
customers of a private dental clinic in Roi Et province between April and June 2020.
Data were collected using a questionnaire that covered the (1) structure; (2) process; and
(3) outcome of customers’ service quality perceptions and expectations, and had validity
and reliability values (Cronbach's alpha) of 1.0 and 0.9, respectively, and then analyzed to
determine/perform percentages, means, standard deviation, independent t-test, one-way
ANOVA and paired t-test. The study's defined statistically significance level 0.05

The results showed that: among the participating dental patients: (1) almost
all of them were undergraduate students aged 19-25 years (66.2%), females (86.3%),
had a monthly allowance of less than 10,000 baht (from family), had visited the clinic
more than 3 times, lived in another district (52.6%), and drove to the clinic (82.9%);
(2) the levels of overall customer perceptions and expectations of the clinic’s service
quality, including structure, process, and outcome, were highest; and (3) based on the
service quality perception and expectation comparison, the perception was lower than
expectation for the process and structure, but the perception was higher than expectation
for the outcome; and there was no significant difference between the mean scores of
perceptions and expectations of service structure and outcome.

Keywords: Perception, Expectation, Service quality, Dental care, Private clinic
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