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- Thesis title:  Service Quality as Perceived by Clients at the Outpatient Section of the

Physical Medicine and Rehabilitation Division, Bhumibol Adulyadej
Hospital
Researcher: Flight Captain Nongnuch Komonhirun; Degree: Master of Public
Health (Hospital Administration); Thesis advisors: (1) Dr. Panee Sitakalin;
Associate Professor; (2) Dr. Warangkana Polprasert; Academic year: 2007

ABSTRACT

The purpose of this descriptive research were: (1) to study the levels of
service quality, according to clients’ perception; and (2) to compare the service
quality according to clients’ perception by their personal factor and by the number of
service visits, all at the Outpatient Section of the Physical Medicine and
Rehabilitation Division, Bhumibol Adulyadej Hospital; and then make
recommendations for service improvement.

The study was conducted among 217 randomly selected outpatients at the
Outpatient Section of the Physical Medicine and Rehabilitation Division, Bhumibol -
Adulyadej Hospital. The questionnaire used in this study had a reliability value of
0.98. The statistics used for data analysis included frequency distribution, percentage,
mean, standard deviation, t-test and one-way ANOVA.

It was found that: (1) the clients’ overall perception of service quality was
at the very high level and (2) all personal factors of the clients were at the high level;
whereas the perception level of married clients was significantly lower than that of
single, divorced, widowed, and separate clients at p = 0.05; regarding service visits,
the clients with a large number of visits had a significantly lower level of perception
of service quality than those with a small number of visits at p = 0.05.

This study suggests that the service providers should pay attention to the
clients who we married and those with a large number of service visits in order to
raise the level of clients’ service quality perception.

Keywords: Perception, Quality of services, Physical Medicine and Rehabilitation
Division, Bhumibol Adulyadej Hospital
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