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Phatthareeya Namcharoen 2014: Comparison of Customers Expectation and Perception
on the Service Quality of University Hospitals. Master of Business Administration,
Major Field: Business Administration, Faculty of Business Administration.

Thesis Advisor: Associate Professor Yuraporn Sudharatna, Ph.D. 120 pages.

The objectives of this study were to 1) study customers expectation on the service quality
of University Hospitals, 2) compare the customers expectation and perception on the service
quality of University Hospitals. Data were collected from sample who 385 customers were
outpatient of University Hospitals at Thammasat University Hospital. The statistics used for data
analysis were percentage, mean, standard deviation, paired t-test statistical at the significant level

of 0.05 and evaluated with Radar Chart for displaying dimensional quality.

The results of this study indicated that customers expectation a higher than perception on
the service quality both in general and individual aspect. Assurance of customers expectation
were at the highest level and tangibles of customers expectation were at the lowest level. In
addition to that Assurance of customers perception were at the highest level and responsiveness
of customers perception were at a moderate level. Customers expectation and perception on the
service quality both in general and individual aspect were differentiate at the significant level of

0.05

As a result the study, the hospital should provide a trainning to employees aware
understand the service. Moreover, the hospital should provide development at information to
customers and physician and medical personnel all level because the personel is a key part of
creating a positive image with rehabilitating and regular education. Finally, each department of
the hospital should arrang the evaluation of their own work to develop and improve the better

service quality.

Student’s signature Thesis Advisor’s signature
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Vandamme and Leunis, 1993; Desai, 2011; Wisniewski and Wisniewski, 2005; Mangold and

Babakus, 1991; Sohail, 2003)
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2011; Wisniewski and Wisniewski, 2005; Mangold and Babakus, 1991; Sohail, 2003)
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Legcevic, 2006; Sohail, 2003)

1.6 Ao rreANazaInmIuanIuiseasolieaned S uduISousnis

(Vandamme and Leunis, 1993)

1.7 senansuduiuauiwanluddrdenedugunmaeslsimeiuiaaiuse

o1t la 1dae (Wisniewski and Wisniewski, 2005)
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(Mujic and Legcevic, 2006; Vandamme and Leunis, 1993; Desai, 2011; Wisniewski and

Wisniewski, 2005; Mangold and Babakus, 1991; Sohail, 2003)
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2011; Wisniewski and Wisniewski, 2005; Mangold and Babakus, 1991; Sohail, 2003)
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¥ o Y 19 v L) ’ . A , - .
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42 uwnduazynansvedIsanerwiaianugninias duuduusulaogiaue
(Mujic and Legcevic, 2006; Vandamme and Leunis, 1993; Desai, 2011; Wisniewski and

Wisniewski, 2005; Mangold and Babakus, 1991; Sohail, 2003)
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(Mujic and Legcevic, 2006; Vandamme and Leunis, 1993; Desai, 2011; Wisniewski and

Wisniewski, 2005; Mangold and Babakus, 1991)
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M51HUINT 1 A1 Ttem-total Statistics YBILVUTOUMUANUAIAHIIVOIRNTUUINS

NUADAUMUNITUTNITVOI TTINIUIANHIING Y

) Scale Mean if Scale Variance if Corrected Cronbach’s
Item Deleted Item Deleted Item-total Alpha if Item
Correlation Deleted
auanilugisssu
VBINIVIMS
1 25.8667 28.3264 7285 .8933
2 26.0333 25.4816 7814 .8815
3 26.0333 26.2402 .6809 .8897
4 26.5667 24.0471 7748 .8803
5 26.5667 24.3230 .8138 ..8769
6 26.4667 21.9126 .7896 .8816
7 26.4667 25.7057 .5885 .8986
8 26.2333 27.2195 .5099 .9038
3 0.=0.9012
Suamaninyede
9 20.1000 21.3345 .8294 9461
10 20.1000 22.5769 7435 .9551
11 20.3000 21.8724 7828 9512
12 19.9000 20.2310 9198 .9355
13 20.0667 20.1333 .9293 .9343
14 20.0333 20.7230 9101 .9368
3 0L =0.9525

AUMIABLAUBIGNAIDE NS

370157
15 15.0667 12.8230 7509 9344
16 15.4000 10.8000 9368 .8994
17 15.4000 11.7655 9107 .9037
18 15.4333 12.0471 .8927 9075
19 15.1000 14.9897 .6922 9461

U 0L =0.9351
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U Scale Mean if  Scale Variance if Corrected Cronbach’s
Item Deleted Item Deleted Item-total Alpha if Item
Correlation Deleted
dumnsideld
20 20.3000 12.5621 7870 .8541
21 20.4333 12.1161 .8166 .8486
22 20.5000 12.0517 7581 8603
23 20.3000 15.5276 4983 ..8964
24 20.2667 15.1678 .5532 .8900
25 20.3667 12.1023 .8217 .8477
3 0. =0.8878
MuMsnedale
26 16.0667 11.9264 9154 .9255
27 16.0000 12.1379 .8704 .9331
28 16.0333 11.8954 .8947 .9287
29 15.9333 11.9954 9014 .9278
30 15.9667 11.9644 7296 9617
3 0L=9476
FINANUMAKI 0. =0.9782
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MSIHUINT 2 A1 Ttem-total Statistics YBILVVADUMUMIS VYOS VLT NS NT

ADAUNINNITLINITVDI 1TINGIIAUMIINGIAY

U0 Scale Mean if Scale Variance if Corrected Cronbach’s
Item Deleted Item Deleted Item-total Alpha if Item
Correlation Deleted
auanilugisssu
YBINIVINT
1 25.8667 28.3264 7285 .8933
2 26.0333 25.4816 7814 .8815
3 26.0333 26.2402 .6809 .8897
4 26.5667 24.0471 7748 .8803
5 26.5667 24.3230 .8138 ..8769
6 26.4667 21.9126 .7896 .8816
7 26.4667 25.7057 .5885 .8986
8 26.2333 27.2195 .5099 .9038
3 0.=9012
dumnniidede
9 16.8667 21.4989 .6454 9326
10 16.5000 21.0862 .7100 .9245
11 17.1333 19.9126 7779 ..9162
12 16.6333 19.4126 .8824 .9021
13 16.8000 19.5448 9179 .8982
14 16.7333 19.4437 8177 .9108
3 0 =0.9277

AUMIABLAUBIGNAIDE NS

370157
15 12.0667 12.8230 7959 .8923
16 12.6000 13.0069 7701 .8981
17 12.3333 14.2989 .8209 .8898
18 12.3000 13.7345 7771 .8954
19 11.7667 13.9782 7636 .8982

U 0L=0.9140
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U Scale Mean if  Scale Variance if Corrected Cronbach’s
Item Deleted Item Deleted Item-total Alpha if Item
Correlation Deleted
duamatilold
20 17.2333 14.7368 .8128 .8765
21 17.7333 14.6161 7478 .8867
22 17.6667 14.6437 7302 .8897
23 17.5000 15.7069 7799 ..8835
24 17.3000 16.3552 .6492 .9001
25 17.5667 15.0126 7296 .8891
3 0L =0.9047
Mumsidnle
26 12.7667 11.8402 .8025 .9273
27 12.7000 12.2172 .8322 .9223
28 12.5000 12.2586 .8639 9176
29 12.6333 11.2747 .9003 .9086
30 13.0000 11.4438 1774 .9344
3 0L =9366
SIMMIIV3 o =0.9777

a




MANUIN A
AT NMIIABUAVANN TAAAUMUNITUINTUD

NaNEINg Isanennanag Isanenuauvaneas lulszmealne



115

M319WUINT 3 M3TABUATAIIN TAAIAUATUNITINISVBINGNETNY 15IWE1UIA 91NNTH
398 1uti1® “Thailand Most Admired Company 2013”Iaetiaea15 Thaicoon

The Company.

& wde Tsanenina Inno CSR BIZ Ser Image Mana

Ay 33U vation vice gement

1 7.04  Isane1wnasniua 759 683 657 674 768  6.80

2 667 I5aNewafIig 721 653 617 647 719 643

3666 Iawennanadnsal 7.00 625 642 667 722 642
a71Ma ng

4 661 Tsawennathsssiwg 714 637 622 633 722 6.39

5 632 lsanenunadlany 597 597 601 636 686  6.04

11: Thaicoon The Company (2013)
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Y
CY

d Aa 4 LY a = H
AUIVTMINNIMIUNNGTZAVAAN VUG (Super Tertiary Care) NUUAAIINAIWTDTUNIT

U

a @ 4 IS { ) o
Trusmsuazlinnumdonlumssnigega iesnnduTsmeruanlddmsunsiEounts
A @

A a Y 7 J o o Y] Y aw 1 1
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(NTENTWABITUFV, 2549)
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