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Abstract

The purpose of this research is to compare the 5 dimensions of service quality (tangibility, reliability,
responsiveness, assurance and empathy) for private hospitals and premium clinics in government hospitals in

the Bangkok metropolitan area. The samples in this study consisted of users with experiences in both the
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out-patient departments of private hospitals and premium clinics in government hospitals in the Bangkok
metropolitan area. The participants were male and female, twenty-two years of age and older and earned
a monthly income of more than 25,000 Bath with a statistical confidence level of 95%. The questionnaires
were used as a data collection tool. The statistics for data analysis were average, standard deviation
independent t-test, paired t-test, one-way analysis of variance, LSD and Dunnett's T3. The results of the
research were as follows: The level of service quality expectation of tangibility, responsiveness and empathy
dimension for private hospital was higher than premium clinics in government hospitals in the Bangkok
metropolitan area. However, the level of service quality perception for private hospitals was lower than
premium clinics in government hospitals in the Bangkok metropolitan area. A comparison was also made
between expectations and perceptions of service quality. It was found that the level of expectations was
higher than perception for private hospitals. In term of premium clinics in government hospitals in
the Bangkok metropolitan area. It was found that the level of expectation was lower than perception
significantly almost every dimensions except responsiveness dimension.

Keywords: Expectation, Perception, Service Quality, Private Hospitals, Premium Clinics in government in the

Bangkok metropolitan area.
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