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Abstract

The objectives of this descriptive research were to: (1) identify personal
factors; (2) determine the level of actual service quality; (3) determine the level of
expected service quality; and (4) compare actual and expected service quality based
on personal factors, all of clients at the outpatient pharmacy department of a private
hospital in Pathum Thani province.

The study population was 500 clients at the out-patient pharmacy
department at the hospital, of whom 217 were systematically, randomly selected as
respondents. The instrument used was a questionnaire consisting of two parts: (1)
personal factor; and (2) actual and expected service quality with the reliability values
of 0.82 and 0.93, respectively. Data were collected and then analyzed to determine
percentage, mean, and standard deviation, and t-test.

The findings of this research revealed that: (1) most clients were female
(54.8%) and 2037 years old (62.2%); they had completed a bachelor’s degree or higher
(53.5%) and worked as private sector employees (44.7%); (2) overall actual service
quality was at the highest level; (3) overall expected service quality was also at the
highest level; and (4) by comparison of overall actual and expected service quality,
there was no difference based on clients’ gender and age, but a significant difference
was noted for actual service quality by clients’ educational background and occupation
(p = 0.05); comparing actual and expected service quality, the quality of service provision
was different the most, followed by confidence in the services received and response
to real needs, respectively; for service providers, their care reliability and readiness were
not significantly different.

Keywords: Actual service quality, Expected service quality,
Outpatient pharmacy department, Private hospital, Pathum Thani province
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AUMNUINST VA N — —
X SD. t-test p - value X SD. t-test p - value
1. Wu3mslémsquaiihidedo -1.108 0.269 0.395 0.693
B8 98 4.67 0.55 4.73 0.44
N4 119 4.74 0.38 4.70 0.49
2. mwidlaner3msilasy -0.864 0.389 0.648 0.518
B8 98 4.65 0.46 4.58 0.54
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Bl 98 4.52 0.47 4.54 0.54
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AUMNUINST VA N — —
X SD. t-test p - value X SD. t-test p - value

5. anundenlumslivims -3.202 0.002 3.139 0.002

110 98 4.42 0.46 4.68 0.48

N4 119 4.67 0.49 4.43 0.67
mﬁammmqmmwu’%mﬁ -1.646 0.101 1.772 0.078

B8 98 4.58 0.44 4.60 0.43

N4 119 4.67 0.30 4.49 0.52
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amnfiloser3msilasy -0.396 0.693 0.732 0.465
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nsldu3msifiganmn 0.133 0.894 2.115 0.036

GEN X 82 4.64 0.39 4.37 0.60

GEN Y 135 4.65 0.45 4.54 0.57
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A1319N 4.10 (A19)

a lﬂ‘ Yo a
qmmwmmsﬂ"lmmsa

AMMNYIMINAAHII

AUMNUIMST /218 N - -
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MUITN (n=165)

=Y d' Yo a
f;]ﬂ!ﬂ1W‘]J’iﬂ1§‘i’lnlﬂ’i‘Uﬂ§Q

AMMNUIMINAAKII

AMMNUINS /D1HN N - -
X SD. F p - value X SD. F p - value

1ismslémsquaiiinsede 4.159 0.003 0.911 0.458

WnFeuAInANY 32 4.86 0.29 4.70 0.53

M5 IMInNUSTIEMN 10 4.20 0.79 4.80 0.28

WUNULTHNONTU 97 4.71 0.46 4.76 0.38

FINVAIUAD 68 4.68 0.45 4.64 0.54

Taildvhauaithu 10 4.80 0.28 4.80 0.42
anwiniladerimsildsy 2.905 0.023 0.735 0.569

WnTeuAnAnEN 32 4.77 0.33 4.53 0.55

F1¥MI/NTNNUTFITMN 10 4.33 0.67 4.80 0.28

WUNNUUTENONTU 97 4.65 0.43 4.57 0.52

FINVAIUAD 68 4.68 0.35 4.50 0.59

Taildvharuasithu 10 487 0.28 447 0.72
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a lﬂ‘ Yo a
ﬂmﬂ1WUiﬂ1iﬂulﬂ‘§1Ji]§Q

AMMNYIMINAAHII

AMMNUIMNS /D1FN N — —
X SD. F p - value X SD. F p - value

mslemsiifnann 4.191 0.003 1.301 0.271

WneuAInANY 32 4.83 0.27 4.60 0.63

N wmsminnuigIamng 10 4.30 0.61 4.75 0.17

WHNNUUTENONTU 97 4.63 0.43 4.47 0.53

FINVAIUAD 68 4.60 0.42 4.39 0.61

Tai'ldvhauanithu 10 4.85 0.21 445 0.82
UINIADLAUBINNUADINS 7.665 0.000% 1.660 0.160

WneuAInANY 32 4.81 0.30 4.61 0.61

M3mMsminnusIavmne 10 4.13 0.48 4.67 0.31

WUNULTHNONTY 97 4.52 0.43 4.47 0.57

FINVAIUAD 68 4.47 0.43 433 0.63

Taildvhauasithu 10 4.80 0.17 4.40 0.81
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a lﬂ‘ Yo a
ﬂmﬂ1WUiﬂ1iﬂulﬂ‘§1Ji]§Q

AMMNYIMINAAHII

AMMNUIMNS /D1FN N — —
X SD. F p - value X SD. F p - value

anundenlumslivims 9.713 0.000%* 0.126 0.973

WnFeuAInANY 32 4.70 0.47 4.59 0.72

N wmsminnuigIamng 10 3.60 0.84 4.60 0.52

WHNNUUTENONTU 97 4.58 0.54 4.55 0.60

FINVAIUAD 68 4.57 0.48 4.51 0.56

Tailaviaumithu 10 4.80 0.26 4.50 0.82
mﬁamwnmgmmwu’%mi 7.107 0.000%* 0.964 0.428

WneuAInANY 32 4.80 0.23 4.60 0.56

M3mMsminnusIavmne 10 4.16 0.62 4.73 0.20

WUNULTHNONTY 97 4.62 0.36 4.56 0.42

FINVAIUA7 68 4.60 0.36 4.47 0.52

Taildvhauasithu 10 4.80 0.20 4.52 0.71
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*= yugainunican 0.05

6L



80

1NAITIN 4.12 AUNMLTMIN IRTV3 waznamwus mshaeanivesds uusms

[ Y 1 é [ [ = d' a [
urUA AN TN U Isanenaensuunar i lusanIalyus il wenasanaulade
dauyana auedn wu lummswaanmusmsi ldsues dianuuananuegeiiied sy
NNADAN 0.05 (p-value = 0.05) AIUAUNINUINININANINAIANTINYD TUAINTINUNIN

ST

VIMIMuANUAANIL lutanaenued 1 iivedAyneadai 0.05 (p-value = 0.05)



UNN 5

a3Um339y anls1ewa azvaraueuz

a o g’/ dy I Aav A A = a A Yo a
M3I90A5 HUMIIVOFINTTUUENOANBINUNINUTMIN 1ATUIT Wazhan W
Uimsimanisvesdsuusmsununndynssudieuenlsaneiuiansunvanilalusaia

[ [

4
Unusifl ansoaglea endsie uazlidor@usunznanisite aail

1. a3Um33dy

AU LI MsN TATU3 wazguMNUT MINMANIeIRT ULS MsUNUNATBNT TN
FIAI 1 é v [ =
Ailreuenlsanenuiawenyuuvarialudandal nusii
[ d [
1.1 Jagilszasnmsidy
d' = v 1 Yo a [ Y
111 edAny1a9eaIuyanaveIdsuuTMIunumnd¥n syt euen
Tsanennaenyunranila ludsialnusi
1.1.2 wWiefnpszauganmusmsn 185095 1wed5uus msununndsns sy
Y 1 zé [ v =
Hiheueonlsaneuiaenyuuraniialusanialyusii
1.1.3 WefAnyI5zAUAuAMUTMINAAN I YIS DU MSUNUNn F¥N 51
Y 1 é [ [ =~
Hiheueonlsaneuiaenyuuranialudanialyusii
1.1.4 ienfSeuiougumuuimsi Ids 095 wazguawusmsimaniaues

[

9 a [ Y1 1 & [ % = %
Al ’U“]JifﬂiI,LWL!ﬂlﬂ’c’f“b’ﬂiillQ“]J’JEluf]ﬂIi\‘]WEJT]JT@!,’E']ﬂ‘]ﬂ!L!“HQﬂuﬂiuﬂﬁﬂﬁﬂﬂnu‘ﬁ1uﬁ1ﬂﬂ%%8
a

MYANa
ada o a a v
1.2 ABMiiumMsIve
1.2.1 3uyumsIve
= g’; dyd a v a o g‘; dyc:y' Aauv Aa
MIANIATIHUHDVAITIVY N15IVEATITTUNITIVBIFINT TAUU
(Descriptive Research) 1ag3501561599ULUNIAAAUIN (Cross Sectional Study)
1.2.2 Usemnshainyy/ngueiteganany
Uszannsfie fusuusmsununndynssudiheuenvoaTsaneruia

] : o [ [ v W 4
nrunranillusdadnusiil lunaissms duiungaindagny lunan 8.00-18.00u.



82

o 1 A a2 K o A 1 % 1 Yas
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