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Thesis title: Expected and Actual Perceived Service Quality by Blood Donors

of National Blood Center, Thai Red Cross Society
Researcher: Mrs.Nootchanat Manonai; Degree: Master of Public Health (Public Health
Administration); Thesis advisors: (1) Dr. Nittaya Pensirinapa, Associate Professor; (2)
Mr.Suradej Pradidbatuga, Assistant Professor; Academic year: 2006

ABSTRACT

The objectives of this survey research were: 1)to study characteristics of blood
donors: 2) to measure an expectation and perception level of blood donors towards services
quality: 3) to compare the differences between the expectation and perception; 4) to compare
the differences between the expectation and perception of blood donors according to their
different characteristics; and 5) to rank the donors” expectation on services quality.

The study samples were 400 blood donors, systematic randomly selected from
National Blood Center, Thai Red Cross Society. The questionnaire as the research instrument
was developed based on SERVQUAL. with its reliability coefficients on expectation and
perception scales equal to .986 and .976 respectively. Data analysis used descriptive statistics,
t-test, ANOVA, Kruskal-Wallis test and LSD.

The study results were as follows: 1) 54.5 percents of the blood donors were male
with an average age of 34.70 years old; 60.7 percents had an education level at Bachelor's
Degree or higher: 46.5 percents had occupations as company employee: 39.2 percents had
income more than 20,000 baht per month; most of them (88.2 percentages) had experiences of
blood donation with an average of the overall donations of 20.01 times and an average within
one year of 2.42 times; the majority of their donation motive was for merit and the most
important motive was a trust in the Thai Red Cross Society. 2) The donors” expectation and
perception were at high level. 3) The donors™ perception level was higher than the
expectation, and the statistically significant difference between them were found at 0.05 level.
4) There were no differences in the expectation and perception between the donors who
differed in gender, age, education, occupation, the income per month, the numbers of total
donation frequency and the donation motives. The only difference found was the expectation
among the donors who had one year frequency donation with ditferently with significant
statistical level of 0.05. 5) The ranking of 3 important dimensions of services quality
according to the donor expectation were the assurance, reliability and responsiveness to
quality care provision, respectively.

The recommendations from this study were that the services quality from should be
assessed from the view point of the donors, and that the services quality and services
providing skills of the providers should be assessed periodically so that the findings would be
used for service development planning to correspondent with the donors” needs. In addition,
the services should be in diversity and correspondence to the needs of donors who have the
differences in personal characteristics.

Keywords: Expectation, Perception, Quality of services, Blood donor, National Blood
Center, Thai Red Cross Society
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