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Kornuma Denpalangrak. (2009). Patients’ expectation and perception to service on out
patient department of the government hospitals in Bangkok metropolitan area.
Master's Project, M.B.A. (Marketing). Bangkok : Graduate School, Srinakharinwirot

University. Project Advisor : Assoc. Prof. Supada Sirikudta.

This research aims to study the expectation and the perception of service on out
patient department of the government hospitals in Bangkok metropolitan area, whereby it
conducts survey on 5 aspects of service quality including tangible, reliability, responsiveness,
assurance and empathy. Meanwhile, is study includes satisfaction of the patients with out
patient department of the government hospitals in Bangkok metropolitan area, which affects
patients’ behavior on service expectation.

The sample size applied in this study conmsbé\@?ﬁhe patients who have already
experienced service from this department, accounting fsqélloo persons. Questionnaire has been
used to collect information and statistical data fog\éénalyss including percentage, frequency,
mean, standard deviation, which are utlll5e‘%{tb explain derzo@\aphlc characteristics, while
independent t-test, F-test, one-way Ana%s% of variance, QQ'Pred t-test and person product
moment correlation coefficient have be@ri%mployed for teit\b? hypothesis.

The finding is summanzedﬁ% follows: $\KO

1. A majority of the t|%nts is female, agéd between 21 — 30 years old, graduating
at bachelor degree, workug@ln government/g@&se\ enterprise section with average income of
20,001 — 30,000 bahtég@nth o

2. Acco;qihg to the questlo@*ire result, the patients show their expectation towards
service quality at high level. In (:@%lderatlon of each aspect of service quality, it is found that
the patients’ expectation tq&esponsweness is the highest, whereby empathy, tangible,
assurance and reliability g—é expected at high level.

3. The patients’ perception ON service quality in overall is at the moderate level. In each
aspect, the patients’ percepiion Of the service is at the moderate level in all aspects, including
tangible, reliability, responsiveness, assurance and empathy.

4. By comparison between expectation and perception of service quality, it is found
that the patients are dissatisfied with service quality in the hospital’'s department both in
overall and in each aspect, including tangible, reliability, responsiveness, assurance and
empathy.

5. The patients approximately use the service by 3 times a year and expenditure

average is 2,978 baht/time for the service. Whereas the most reason of their visit is its cheap



medical cost. The behaviors of the patients with regard to thought of the hospitals when
having illness, overall satisfaction after service, visit when necessary in the future and
suggestion to others to visit the government hospitals are at moderate level.

6. The patients with different age, education level, and income have different
perception of service quality at the statistically by significant level of 0.05.

7. Overall expectation is different from perception towards service quality on out
patient department of the government hospitals in Bangkok metropolitan area at the
statistically by significant level of 0.01, while the patients’ expectation is higher than their
perception in every aspect.

8. Overall satisfaction of service quality on out patient department of the government
hospitals in Bangkok metropolitan area relates to the behaviors of the patients with regard to
frequency of using service at the statistically by significant 2 of 0.01 with moderate level in
the same direction. In consideration in each aspect, im’? found that satisfaction in service
quality in aspects of reliability and empathy have n'(ga’erate positively related to behaviors of
the patients in respects of frequency of using %Qf\\ﬁce at the statifé@lly by significant level of
0.01. In aspects of tangible, responsivenes;g@d assurance h@% low positively related to the
patients’ behaviors in section of frequﬁﬁ‘&/ of using ser\ki'bb(;t the statistically by significant

levels of 0.01 and 0.05 respectivelwgoq\ g\ﬁo
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