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Abstract

The purpose of this descriptive research were: (1) to study the level of expectation and
perception of service quality and (2) to compared the expectation and perception of service quality of
the customers in out patient department at a private hospital, Udon Thani province.

The sample included 2 7 3 customers in out patient department at a private hospital,
UdonThani province. They were selected by systematic random sampling. Questionnaires were use as
research instruments and comprised of 2 sections: (1 ) personal data and (2 ) the expectation and
perception of services quality. These questionnaires were validated by five experts and tested for
reliability with the Cronbach’s alpha coefficients of the second section which were 0.90. Research
data were analyzed by descriptive statistic (percentage, mean, and standard deviation), and paired
t-test.

The results of this study were as follows. (1) the customers rated their expectation and
perception of services quality at the highest level, the highest score was assurance and the lowest was
tangible factor . (2) The expectation and perception of services quality were significantly different at

.05 level.

Keywords: Service Quality, Expectation, Perception
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