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Abstract

The purposes of this survey research were to: (1) study the levels of
expectations and perceived quality of services of inpatients; (2) compare the expectations
with perceived service quality, both overall and individual; (3) compare the expectations
with perceived service quality by patients’ characteristics and medical treatment; and
(4) identify problems and make suggestions on service quality improvement.

The study was conducted among 350 inpatients randomly selected using the
systematic sampling method at a private hospital in Bangkok’s Bang Na district. The
questionnaire used for data collection was modified from the assessment of service
quality concept SERVQUAL with a coefficient alpha of 0.89. The data analysis was
conducted using descriptive and analytic statistics including frequency, percentage,
mean, standard deviation, independent t- tests, one-way ANOVA and paired t-test.

The results showed found that: (1) the levels of expectations and perceptions
of service quality were very high regarding the overall, each dimension and each
item, except that the levels were high for of car parking, specific food for disease,
and confidence in treatment with the perception of service quality; (2) the levels of
expectations were significantly higher than those for perceived quality of services;
(3) the expectations and perceptions of service quality by type of patients’ characteristics
were significantly different for patients’ experiences and departments at which the
services were used; and (4) most of the problems encountered included those related
to waiting time, comfort of the premises and environment, nursing services, and
physicians’ services; and it is suggested that improvements on such matters should
be made.

Keywords: Expectation, Perception, Service quality, Inpatient, Private hospital
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