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Jeerasuda Invasa. (2007).Expectation and Perception of Service Quality of Oncology Unit
at Samitivej Sukhumivit hospital. Master's Project, .M.B.A (Marketing).Bangkok:
Graduate School, Srinakarinwirot University. Project Advisor: Dr.Paiboon

Archarungroj.

The purpose of this research was to study patients’ expectation and perception
towards service quality of Oncology unit at Samitivej Sukhumvit hospital. The sample
consisted of 120 patients who have received service at Oncology unit. The tools used for
collecting data was questionnaire which was then analyzed with several statistic techniques

- including percentage, mean , standard deviation, lndependen@ample t-test, One-way
ANOVA, and Paired t - test and processed by SPSS/PC foz@‘mdows Version 13.

The research revealed that: %’Q:Q

1. Most of the patients were male, marne{fh%dmg a bachelc&degree working in
private business company, average monthly w@ome more than Q‘Q}DOO Baht per month.
Their family paid medical fee to them. theg%ajorlty of pat«th})Nere out patients and used to
use the service for one time per m%mab @6

2. Expectation of patne&@towards overall\e@vlce quality were at the highest level
while perception of patnent@"‘bwards overall sq(@ce quality at the high level.

3. Expectatw@‘g? patients toward\s\sewlce quality in terms of tangibles, reliability,
responsiveness, &surance and e@hy at the highest level while perception of patients
towards service quality in the zisp%cts of reliability at the highest level and perception in
terms of tangibles, respons@eness, assurance and empathy at the high level.

4. Patients with different gender had different expectation and perception towards
service quality at the statistically significant level of 0.05 except expectation towards service
quality in the aspects of assurance and empathy.

5. Patients with different marital status had different expectation and perception

towards service quality at the statistically significant level of 0.05 except perception towards

service quality in the aspects of responsiveness.




6. Patients with different level of education, occupation, monthly income had
different expectation and perception towards overall service quality at the statistically
significant level of 0.05

7. Patients with different medical expense player had different expectation
towards service quality in term of reliability, responsiveness and different perception
towards overall service quality in term of reliability, responsiveness, assurance and empathy
at the statistically significant level of 0.05

8. Patients with different type of patients had different expectation and perception
towards service quality at the statistically significant level of 0.05 except empathy.

9. Patienis with different Number of Service usage héa@different expectation and

perception towards service quality at the statistically sign%zé%‘f level of 0.05 except

expectation towards service quality in the aspects of é’ng"ﬁathy, perception towards service
quality in term of reliability, responsiveness and a&ﬁance. ,\\g
o <
10. Expectation and perception of ents had differ,eQ(Z}owards service quality at

S
the statistically significant level of 0.05.Ef!§§average expeq{ébon was higher than average
.0
perception. @6

.
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AT 16 uamRanIsWFsmAtuANWANANTEIRNAANIIFBALININIEN TR ML

witinda TraneNaafifing 499N UUNATNATIUNTNANIA

AUNINLFANT unasanuulsl SS df  MS F-Ratio  F-
U Prop
1.uanuiluglsisuvas swinngy 3957 2 1979 9206 .000
uin3 malungu 25147 117 0215
EMEY 29.105 119
2 uamuiiBafiavas swdnngy 4163 2 2081 8500 .000
uims melungu  28.648 ;{gb@ 0.245
U 30.81 g&\‘% 9
3.9MUAWFINININMT szndnangy &@@9 2 1945 8403 .000
ADURUBINUABINTIVEY mﬂ'l.unau o Qb%7 077 117 KQ:\SZ%H
Aigl ?%‘\\ 30.967 1\1@
4 gwmslkanuidadu sg\g&wnqu 2. 89%0 2 1445 8.090* .001
~Felungy ;OQ@QY 117 0.179
S
N 37 (\q‘}‘ 23787 119
sdumanlald, < S svmq%r@u 1564 2 0782 3670* .028
%\‘Q" n@ﬁ{mau 24931 117 0213
. \@ 3 26.495 119
rmmeniideama (0 mwhangn 3037 2 1519 8.850™ 000
vimslagsa melungy 20077 117 0472
it b 23.114 119

o o

* fhindnAyunneadansyiy .05
= findrAtyneatiangziy .01
ANANTI 16 HANMTIEUTEUAINUANANTBIAIINAIANTIRABARINIWITNIT 289

mihtARtTa Sanennaaiiang gAn Suunsaanunwansae Tagldnimasey

WLIL One Way ANOVA anunsnedunléiaail
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AT 17 LL'&ﬁNNﬂQW?LLE“EJUL'/lF_I'Uﬂ’l’muﬂﬂﬂﬁj%@’]??ﬂ?ﬂ?ﬂ'ﬁﬂﬂF@ﬂ'\ﬂﬁi‘ﬂ'ﬁ“ﬂ'ﬂ\l‘l&w}ﬂ
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U Pro
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1mum’1mﬂusﬂﬁﬁg&\'ﬁ:&§ stwdnangds 6658 2 3329 18.098*  .000
Ui ) mal@?w%u 21521 117 0.184
)
V\"
\ Y 9 28.180 119
v A4 oA \"\ : .
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uims3 melunge 18313 117 0.157
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3. MUANURNNTOIUMI sewdangu 1.005 2 0502 1175 312
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AN$N 17 (5ia)

AUNINLINNS umssAannulsl  SS df  MS F-Ratio F-
U Prop
5. srumaianlald sewinngn 3328 2 1.664 8383  .000

nelungu 23222 117 0.198

79U 26.549 119
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