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Abstract

The main concern of this study was to examine the level of quality service as perceived
by patients who have been treated at the outpatient department in Thapla Hospital,Uttaradit
Province. The 225 subjects were chosen purposively from those were treated at the outpatient
department of the hospital in October, 1999. Research instrument adopted in the study was an
interveiw schedule modified from SERVQUAL developed by Parasuraman and others. This
interveiw schedule comprised two main parts : demographic data and the perceived quality service.
Content validity was assured by a panel of experts. Internal consistency using crombach's alpha
coefficient was 0.78. Data were analyzed by means of descriptive statistics. The major results
showed as follows. |

Over all, the quality service as perceived by the study sample was at the moderate
level (X = 2.15, SD = 0.36 ). Similarly, the quality service of each aspect perceived by the study
sample was also at the moderate level. That is, the average mean of tangible aspect was 2.25
(SD = 0.31) and that of assurance, empathy, reliability, and responsiveness was 2.23 (SD = 0.35),

2.15 (8D =0.33),2.13 (SD= 0.35), and 1.98 (SD = 0.44) respectively. However, as far as the details



of each aspect was concerned, some of the quality service aspect were perceived at the low level,
especially the aspect of responsiveness.

These results, hence, indicate that to develop and improve the quality service of the all
aspects to reach the acceptance level as well as to respond the needs of the clients, it is necessary
that the involved persons should pay more attention on the improvement of the quality service, in

particular the aspect of responsiveness including reliability and empathy.



