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ABSTRACT

Te 141155

Service quality is the most importance {or service management; and basic human’s }right
for clicnts. Purpose of this study was to determine service quality from service expectation, service
perception and differcntiation between expectation and service perception of clients in primary caic
unit at Tambon Kamung Mueng district Phichit province. The 158 subjects were chosen purposively
from those who are visited at the primary care unit. Rescarch instrument used in this study was a
questionnaire developed by the investigator based on conceptual framework of Parasuraman and
others. This questionnaire consisted of two parts : demographic data, and the expected service and

perceived. Content validity was assured by two cxperts. Internal consistency reliability using

rcliability using Cronbach & alpha cocfTicient was Data were analyzed by descriptive statistic. The

major results show as follows.

*

1. Total service expectation was at high level (X = 4.11; SD = 0.53). The service
quality expectation and were at high level. That is assurance, Empathy, Responsiveness, Reliability,
and Tangibles (5\; =4.204.16,4.15,4.04,4.01: SD = 0.61, 0.64, 0.63, 0.61, 0.64).

2. Total service perception was at high level (3\: = 422, S} = 0.53), and were high

level in all aspecis: Responsivencss, Assurance, Empathy, Reliability, and Tangibles (E = 4.28,

4.

[

4,4.23,4.20,4.16, SD = 0.57,0.57, 0.65, 0.59,0.55 )

3. The difference of overall service quality between expectation and perception was
found positively 1 all aspects,
The resulis of this study can be used as suggestions to maintain service quality and

continue quailly improvement.



