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Sakkaya Boonrod 2007: Patients’ Expectation towards Service Quality of the Primary
Care Units in Ranot District, Songkhla Province. Master of Arts (Applied Sociology),
Major Field: Applied Sociology, Department of Sociology and Anthropology.

Thesis Advisor: Associate Professor Narong Srisawas, Ph.D. 134 pages.

The aim of this research was to study the Patients’ Expectation towards Service Quality
of the Primary Care Units. Respondent characteristics and the relation between gender, age, marital
status, education, income, type of health insurance, experience of service, public relations, patients’
knowledge of primary health care and the Patients’ Expectation towards Service Quality of the
Primary Care Units by applied expectation theoretical concepts of Victor Vroom. The sample
respondents were the patient 18 years old and over who visited the Primary Care Units in August
2006. The data were collected through administered questionnaires to 371 respondents. SERVQUAL
was measurement tool used in this study. Data were analyzed by statistics application program.

Statistics used for data analysis were descriptive statistics and stepwise multiple regression,

Results of the study indicated that the patients of the Primary Care Units expected high
service quality on overall (mean 7.94). Assurance dimension (mean 8.43) was the highest
expectation. The most important expectation was “the authorities to greeted and smiled” (mean
9.33). The factors which positively associated with the Patients’ Expectation towards Service Quality
of the Primary Care Units were the right of Civil Servant Medical Benefit Scheme, patients’
knowledge of primary health care and the right of Universal Health Care Coverage Project. The
factors which negatively associated with the Patients’ Expectation towards Service Quality of the
Primary Care Units were males, single and experience of service. All factors estimated variance of
the Patients’ Expectation towards Service Quality of the Primary Care Units about 17 percent.
Recommendations from this study were as follow: to assessed service quality frequently, skill and

courtesy of the authorities, greeted and smiled while on service, drug service and equity of service.

Sakkaya Boowirad /l/ S\A-M 2_
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