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Abstract

The purpose of this study were (1) to study the perception level of service
quality at Medical Center of Government Savings Bank employees; (2) to compare
the service quality perception at Medical Center of Government Savings Bank by
personal factors; and (3) to study the suggestion to improve the service quality of
Government Savings Bank Medical Center.

The population in this study was Government Savings Bank employees
who received medical service at Government Savings Bank Medical Center with
average number of 2,898 persons per month . For the sample size use systematic
random sampling and the sample group was 352 persons. The tool for this study was a
questionnaire and data was analyzed by frequency, percentage, mean, standard
deviation, t-test, one-way analysis of variance and the least significant difference test.

The result of the study showed that (1) The perception level of service quality
at Medical Center of Government Savings Bank employees both overall and each
aspect were at high level. The first aspect was tangibility followed by responsiveness,
reliability, assurance and empathy aspects, respectively. (2) Government Savings Bank
employees who had different gender, age and marital status had different perception of
service quality at medical center with statistical significance at 0.05 level. Employees
who had different educational levels, jobs position , average income per month and
number of times to get services had no different perception of service quality at medical
center. (3) The suggestion to improve the service quality of Government Savings
Bank Medical Center was in the empathy aspect that should provide the monitoring of
continuing treatment for patients with chronic disease.

Keywords: Perception, Service quality, Government Savings Bank
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Case Processing Summary

N %
Cases Valid
30 100.0
Excluded(a) 0 .0
Total 30 100.0

a Listwise deletion based on all variables in the procedure.

Reliability Statistics

Cronbach's

Alpha N of Items

969 30
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