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Abstract

Fort Thanarat Hospital has improved the service quality in order to achieve the hospital
accreditation in 2004. This research aimed to examine service quality of such hospital as
perceived by the five different groups of client including military personnel, military family,
social security card holders, universal coverage card holders, and general population. The study
subjects were 400 clients, obtained through proportional stratified random sampling method.
The research instrument used for data collection was the service quality as perceived by client
questionnaire modified from the hospital services marketing mix questionnaire by Somboon
Kattiyasuwong (2002). The content validity index was 0.94, and the reliability using Cronbach’s
alpha coefficient was 0.96. Data were analyzed by using descriptive statistics, one way analysis of
variance, and post-hoc test by Scheffe method.

The results revealed that:

1. The overall score of service quality of Fort Thanarat Hospital as perceived by
clients was at a good level. The subscale score of the Price, People, Physical evidence, and

Process were at good level whereas Product, Place and Promotion were at moderate level.



2. There was no statistical significant difference of the overall score of the service
quality but there were statistical significant differences of the subscale score of Promotion and
Process at the level of .05.

The results of this study could be applicable as basic data in improving the services of

Fort Thanarat Hospital so as to achieve the standard quality as well as client expectation.



